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This is what success looks like at the Behavioral 
Health Access & Crisis Center: Someone in 
distress severe enough to warrant inpatient 
psychiatric care is admitted within a couple of 
hours. 

In the nearly two months since Rochester 
Regional Health opened the walk-in center at its 
St. Mary’s Campus, staff has provided rapid 
admission to two people who wanted and 
needed that level of care. 

Others have been seen with wait times 
averaging only about 30 minutes, and 80 
percent of people have shown some interest in 
follow-up care. 

The crisis center was envisioned as an alternative to the emergency department, both for people 
needing help and the ones who give care. Since the crisis center opened Oct. 16, it has averaged 
about eight patients a day — and the total of 286 people exceeded expectations for what was 
expected to be a ramp-up phase. The center now is open 8 a.m. to 10 p.m., Monday through Friday. 

“I really believe that people don’t want to use the emergency room, but they do so out of necessity,” 
said Colin Scantlin, a registered nurse and director of acute psychiatric services for Rochester 
Regional Health. 

“There are a ton of people in crisis,” he said. “… I think if we can be available and have the least 
amount of barriers, I think we’ll be able to help people.” 

ER alternative 
The crisis center was part of the state’s plan to redesign Medicaid, and it supports the goal of reducing avoidable 
emergency room visits. 

Rochester Regional Health's Behavioral Health Access & Crisis 
Center at St. Mary's Campus helps people cope with addiction 
or emotional issues. (Photo: Tina MacIntyre-Yee/Rochester 
Democrat and Chronicle) 
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There’s no data yet to show whether the crisis center is decreasing the burden on psychiatric EDs at either 
Rochester General or Strong Memorial Hospital. 

“Strong Memorial Hospital’s Comprehensive Psychiatric 
Emergency Program has not seen a decline in volumes 
as a result of the crisis center, but it’s too early to make 
a meaningful assessment,” CPEP director Dr. Aurelian 
N. Niculescu said in an email. “Considering the 
increasing need for mental health and substance use 
disorder services, the new program is an important and 
welcome addition for our community.” 

Scantlin said that in order to reduce another barrier to 
care, the crisis center received permission from the 
state Office of Mental Health to see patients repeatedly 
without them having a formal treatment plan or be linked 
to treatment. “That is unique to us,” he said. 

What to expect 

Individuals first see a nurse, who asks 
general questions about why they came to 
the crisis center. 

If the person wants help for substance use, 
they will get an evaluation for chemical 
dependency and a consultation on the 
appropriate level of care. If the person is 
intoxicated, medical care will be provided. 
Staff is developing a protocol to administer 
Suboxone, a prescription medication that 
treats opioid addiction, as soon as possible. 

A person seeking mental health counseling 
will be evaluated by a nurse and then seen 
by a therapist. If the individual already is 
receiving care, they will be linked back to 
that provider. If they are not, the staff can 
link them to outpatient services. 

Scantlin said the majority of symptoms are untreated depression, anxiety or inability to cope with a specific problem 
and the purpose of the counseling is to help people develop a strategy. “Often people have to go that alone and 
suffer in silence.” 

 

Colin Scantlin is the director of acute pyschiatric services for 
Rochester Regional Health. (Photo: Tina MacIntyre-
Yee/Rochester Democrat and Chronicle) 

Howard Henry, Access associate at Rochester Regional Health Behavioral 
Health Access & Crisis Center at St. Mary's Campus, looks down the hall at 
a coworker to give her some forms. The crisis center is located on the Chili 
Ave. side of St. Mary’s Campus. (Photo: Tina MacIntyre-Yee/Rochester 
Democrat and Chronicle) 



House calls 

Scantlin said some people will call not sure of 
what they want, or unable to get to the St. 
Mary’s campus. The crisis center has an 
outreach team that will go to people’s homes 
and it has been dispatched as far away as 
Clifton Springs, Ontario County. About 30 
percent of the 286 people who received 
services had the mobile team come to them.  

“We’re seeing what they’re actually dealing 
with,” Scantlin said. The team encounters 
people who don’t have anything to eat, who 
feel threatened by neighbors or living in some 
other hostile situation. “All those things that 
complicate getting treatment and staying linked 
to treatment. We’re seeing that, and we’re 
helping people problem-solve.” 

What's working 

Scantlin said the longest anyone has been in the 
waiting room before being seen has been about 
45 minutes. 

Scantlin said the staff is trying to make the whole 
experience customer-friendly, and he’s been 
surprised by the openness of the people seeking 
help. 

“It’s such a difficult and intimate illness. When 
that person walks through the door, their 
kindness and graciousness with appreciating the 
service has been mind-blowing.” 

He said the staff has been able to get people with 
drug problems into higher levels of care with 
relative ease. 

Scantlin said that about 80 percent of people seen at the crisis center express interest in treatment. Of those, about 
half are attending outpatient follow-up appointments, which he said is better than the national average of 30 percent 
to 40 percent. 

Rochester Regional Health Behavioral Health Access & Crisis Center at 
St. Mary's Campus. Entrance to the center is from Chili Avenue. (Photo: 
Tina MacIntyre-Yee/Rochester Democrat and Chronicle) 

Sabrina Holmes, addiction therapist, works on notes of from a 
comprehensive substance abuse evaluation of a patient. Holmes, is 
on loan from Rochester Regional Health’s Evelyn Brandon Health 
Center which is located on Lake Ave. (Photo: Tina MacIntyre-
Yee/Rochester Democrat and Chronicle) 



Growing pains 

The crisis center is going through growing pains. Scantlin said the intake evaluation for chemical dependency was 
taking well over an hour, and some people were leaving because the process was too long. He said staff would like 
cut at least a half-hour off the time without losing any important information. 

He also wanted to improve relationships with police, so that officers will know the crisis center is an option. 
Rochester Regional has been working for over a year with the city on a street to treat program, in which officers can 
bring people to the Evelyn Brandon Health Center on Lake Avenue. A spokesperson for the Rochester Police 
Department said it did not track data on how many times officers used that option. 

Scantlin said the ideal would be to have a crisis team respond with law enforcement to mental health or substance 
use calls, as Rochester Regional is doing in Ontario County with the sheriff’s office. 
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