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Updated November call data — this page only

Historical Data

November 1, 2020 — November 30, 2022
55,191 total calls

November 2020 vs. November 2022
73.6405% increase

November 2021 vs. November 2022
4.69035% increase

Service, Efficiency, and Quality

Total Average Speed to Answer
Monthly Abandonment Rate
Monthly Call Volume

Monthly Average Talk Time
Monthly Total Talk Time

Monthly Overall Service Level

Crisis Specialists Quality Assurance Measurement
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Caller Index

Call Volume by County

v
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= Marion (45.0%)

= Lake (7.4%)

= Saint Joseph (3.8%)
Allen (3.6%)

= Hamilton (2.6%)

= Vanderburgh (2.3%)

= Delaware (2.3%)

= Johnson (2.3%)

m Hendricks (2.0%)

= Madison (1.8%)

m Laporte (1.8%)

m Elkhart (1.6%)

= Monroe (1.6%)

= Howard (1.6%)

= Tippecanoe (1.3%)
Porter (1.3%)

= Boone (1.1%)

= Vigo (1.1%)

= Clark (1.0%)

m Cass (1.0%)

= Bartholomew (1.0%)

= Floyd (1.0%)

= Other (11.5%)



Call Volume by Hour

Peak Hours: 10:00-18:00 (50.1% of Calls)
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Duration of Calls

15-30 Minutes 24%
30-45 Minutes 7%
45-60 Minutes 3%

60+ Minutes 3%

Call Volume by Day of the Week
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Disposition of Call

m Listening Only (50.6%)

Listening with Referral
(47.6%)

= Forced Disconnect
(1.3%)

= Diverted Dispatch
(0.3%)

= Dispatch/EMS
Intervention (0.3%)

Primary Theme of Call

ceneraterta ear | o 5%
Resources || RN 20-5%
Lonlieness _ 15.2%

Substance Abuse - 4.8%
Grief . 3.1%
Legal Difficulties [J] 1.9%
Active Suicidal/Suicidal Ideation l 1.9%
Domestic Violence I 1.5%
Other Abuse I 0.9%
COVID/Vaccine Related I 0.4%

Sexual Assault | 0.2%
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Outcome of Critical Calls

m Diverted Dispatch = Dispatch/EMS Intervention

Suicidal Ideation in the Week Before Calling

75%

25%

No Yes
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Gender Identity of Caller

= Female (66.8%)

= Male (31.3%)

= Prefer to Describe (0.8%)
Transgender (0.8%)

= Non-Binary (0.3%)

Psychosocial Reactions

Emotional
48% = Behavioral
1 = Cognitive

= Physical
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Psychosocial Reactions | Behavioral Event

Hypervigilant/On Guard 25%

Isolation/Withdrawal

24%

Excessive Drug or Alcohol Use 22%

Agitated/Jittery 19%

6%

Extreme Change in Behavior

Acting Younger than Age - 3%

Violent or Dangerous Behavior I 0.5%

Psychosocial Reactions | Physical Event

Difficulty Falling or Staying Asleep

36%

Worsening of Physical Health 31%

Fatigue/Exhaustion

Eating Problems - 9%
Stomach Issues - 6%

Headaches I 2%

15%
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Psychosocial Reactions | Emotional Event

Anxious/Fearful

Sadness

Despair/Hopeless

Emotional/lrritable

Feelings of Guilt

Numb/Disconnected

32%

24%

19%

18%

5%

B

Psychosocial Reactions | Cognitive Event

Difficulty Concentrating

Intrusive Thoughts

Difficulty Making Decisions

Difficulty Remebering Things

Preoccupied with Death

Nightmares

29%
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Caller Complaints

None

Caller Satisfaction

o “Thank you. A lot of people aren’t there to listen, and you made time. | truly appreciate you.”

o “Be Well has been a huge support for me and | am extremely thankful for the support | have
received when calling Be Well.”

e Caller thanked Be Well for being there for her. Caller is struggling with an illness which creates a
great deal of anxiety and caller reports feeling better after speaking with Be Well.
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