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Research Questions 

1. What are the evidence-based guidelines regarding the staffing and operational models 

of mental health crisis lines? 

Key Findings 

Two systematic reviews (one with meta-analysis) were identified on the evidence based 

guidelines regarding the staffing and operational models of mental health crisis lines. 

Methods 

A limited literature search was conducted on key resources including PubMed, The 

Cochrane Library, University of York Centre for Reviews and Dissemination (CRD) 

databases, Canadian and major international health technology agencies, as well as a 

focused Internet search. Methodological filters were applied to limit retrieval to health 

technology assessments, systematic reviews, meta-analyses, and guidelines. The search 

was limited to English language documents published between January 1, 2013 and March 

22, 2018. Internet links were provided, where available. 

Selection Criteria 

One reviewer screened citations and selected studies based on the inclusion criteria 

presented in Table 1. 

Table 1:  Selection Criteria 

Population Clients (≥ 16 years old) of emergency mental health services  

Intervention Mental health crisis lines  

Comparator No comparator 

Outcomes Evidence-based guidelines 

Study Designs Health technology assessments, systematic reviews, meta-analyses, evidence-based guidelines 
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Results 

Rapid Response reports are organized so that the higher quality evidence is presented first. 

Therefore, health technology assessment reports, systematic reviews, and meta-analyses 

are presented first. These are followed by evidence-based guidelines.  

Two systematic reviews were identified regarding operational models of mental health crisis 

lines. No health technology assessments or evidence-based guidelines were identified. 

Additional references of potential interest are provided in the appendix. 

Overall Summary of Findings 

Two systematic reviews (SR)
1-2 

(one with a meta-analysis)
2
 were identified regarding the 

staffing and operational models of mental health crisis lines. The authors of one of the SR
2
 

observed that brief contact interventions (including telephone calls) did not differ from 

control in reducing self-harm or suicide attempt and suicide; however, there was  a 

significant reduction in the number of episodes of repeated self-harm or suicide attempts 

per person. The other SR
1
 reported that frequent callers represent three per cent of callers 

and make 60 per cent of calls. Furthermore, there are various reasons they use helplines, 

and current service models reinforce their frequent calling behaviour.
1
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