
Connection and hope we can share. 
Call us. We’ve been there. 



Hello! 
I am Mark Salazar 

Associate Director, MHASF 
Presenting on MHASF and Peer Warm Line Refunding Efforts 

Email: mark@mentalhealthsf.org 

Website: www.mentalhealthsf.org 

Phone: 415-421-2926, ext. 317 
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Programs 

The Institute on Compulsive Hoarding and Cluttering 
convenes stakeholders across the spectrum at the regional, 
national, and international level to foster best practices, 
promote stigma elimination, individual empowerment, and 
innovative practices with an emphasis on including 
individuals with collecting challenges at all levels of 
decision making. 

The Peer-Run Warm Line, a non-emergency resource for 
anyone seeking support. The Warm Line provides 
assistance via phone and web chat to people who need to 
reach out when having a hard time. We offer emotional 
support and information about mental health resources. 

SOLVE (Sharing Our Lives, Voices, and Experiences) is a mental 
health stigma-elimination speakers bureau. SOLVE seeks to 
replace misconceptions and harmful beliefs about mental health 
challenges with our stories of recovery in free community 
presentations throughout the City and County of San Francisco. 
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Programs 

PROPEL works to support, train and place individuals, both 
mental health consumers and family members, seeking to 
be employed or volunteer as peer personnel in the Public 
Mental Health System (PMHS). We also assist employers in 
the California PMHS in recruiting and retaining consumer 
and family member staff through workforce integration. 

Marin Peer Providers addresses and mitigates mental health 
crises through peer support and assistance in collaboration 
with other mental health and systems providers. We strive 
to give mental health consumers warm, strength-based, 
peer to peer timely and thorough support in order to reduce 
instances of involuntary hospitalization and promote 
recovery.  

We collect messages of hope on greeting cards. On the first 
Monday of every month SOLVE peer educators visit the San 
Francisco General Hospital psychiatric unit. We tell stories of our 
lives, our recovery, the stigma that we have experienced around 
mental health challenges, and how we are staying well today. 
We bring messages of hope, recovery, encouragement, and 
offer well wishes and caring words to the patients on the unit.  
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Programs 

MHASF's ARISE is an advocacy program focused on 
developing and sustaining mental health peer leadership to 
create policy change at the local, state, and national levels. 
We provide introductory and ongoing training and support. 
Meetings are held the 3rd Wednesday and Saturday of each 
month). 

The Training Institute offers actionable solutions for 
supporting and achieving workplace development and 
excellence through in-house and customized trainings, 
technical assistance, and consulting services. Our trainings 
have been designed and tested for community based 
organizations, governmental agencies, and private sector 
businesses. 

Peer Responders all have lived experience with collecting 
and accumulating. We use our experience to provide non-
judgmental, harm reduction-based, one-on-one peer 
support often including multiple home visits. We currently 
facilitate a growing range of support and treatment groups 
on-site at MHASF 

PEER COACHES 
& 

RESPONDERS 



Connection and hope we can share. 
Call us. We’ve been there. 



Warm Line Staffing  

Staffing Until 
March 2018 

 

1 FT Warm Line 
Manager 

4 FT Warm Line 
Specialists 

28 FT/PT Warm Line 
Counselors 
 

Current 
Staffing 

 

1 FT Warm Line 
Manager 

4 FT Warm Line 
Specialists 

15 PT Warm Line 
Counselors @16 or 
less hours 
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Peer Counselors & Specialists  

Peer Counselors & Specialists are individuals with lived experience who have 
been trained to help their peers gain hope and move forward in their own 
recovery. 

Warm Line Peer Counselors 
n  Help callers create their own recovery goals and steps to achieve those 

goals 
n  Use recovery-oriented tools to help our callers  
n  Assist our callers to build their own self-directed wellness plan 
n  Support our callers in their decision-making 

Warm Line Peer Specialists 
n  Provide supervision/support for Warm Line Counselors 
n  Review call reports for consistency and create caller profiles 
n  Complete extensive Suicide Prevention Training  
 



Warm Line Training  

40 + Hours Of Orientation Training – Counselors 
Hired in Cohorts of 4 

•  20 hours of interactive classroom training  
•  20 hours of on-shift practical training 

 

Additional Specialist Training – Warm Line Specialist  
•  iCarol Database: call review & creating profiles 
•  Debriefing with counselors  
•  Supervision of counselors  
•  Suicide Prevention Training  
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Warm Line Values  

n  Hope 

n  Self- 
Determination 

n  Empowerment 

n  Dignity 

n  Community 

n  Cultural Humility 

n  Lived 
Experience 

n  Strengths-based 

n  Unlimited and 
Voluntary 
Recovery 



Peer Support 

  Defining our own experiences of ourselves 

  upporting others to help themselves using their own 
wisdom  

  Creating a mutual relationship  

  About recovery and transformation  

  Teaching and learning from each other about treatment 
that works for us 

  Challenging ourselves and others to take back our power 

  Seeing our lives in the context of a trauma-informed and 
culturally humble perspective  
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“
Peer support is when 

we support one 
another because we 

have both been there 
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Recovery Model 

  Focus is on the person, asking the question “What is 
happening or What happened to you” 

  Focus is on the individual healing, building strengths and 
resiliency, and personal transformation  

  Individual is the expert on themselves; there is shared 
decision-making with others who hold other knowledge 
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“
Recovery for 

everyone is different; 
it is a journey, not a 

destination 
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What makes the Peer-Run 
Warm Line unique? 

Model 

The program is 
entirely peer run  
and peer support  

Intervention 
Voluntary and non-
intrusive 

Support 

Non-crisis line peer 
support 
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Practices 
All counselors are 
trained in DCI suicide 
prevention protocols 

Recovery 
Oriented 
Respectful of people 
as experts in their 
own diverse 
experience  



August 2014 
When it began 

Northern California 
Service Area 

Phone & Chat 
How people get support 
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20 minutes 
Average call length 

85% 
Return callers 

30 minutes 
Average chat length 
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100,000+ 
Total number of calls since received 
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5,000+ 
Total number of individuals served 



Non-judgmental 
Peer Support from 
Employed Peers 
Why we do it. 
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“
After 20 years of Social Security 

Disability, the Warm Line 
didn’t just give me a job, it 

gave me purpose. I was 
empowered to cultivate my 

skills as a Peer Counselor and 
transition to a successful full-
time career in Mental Health.  



“ The key words are lived 
experience. I've personally 
got a whole line up of lived 

experience throughout 
my journey, so I can 

relate and really get to the 
point of meeting people 

where they're at, that's very 
important. People met me 

where I was at and I do 
the same.  



“ I'm a recovering addict. It's not an 
easy road. There was a long time 

that I didn't want to discuss or even 
say that I had some mental health 
issues. In my background, my 

culture, it's like forbidden to say 
that. The stigma around having 
mental health challenges was a 

lot. I can definitely relate to other's 
that might be wavering in that 

area and let them know that it's ok. 
We all struggle from 

something. Every last one of us. 
And to have some support around 

that is, well it's awesome. 



“  

I can't ask people about 
self-care and not practice 
it. So this job helps me 
take care of myself. It's 
not just a job for me. It's 

very rewarding I feel 
vindicated when I come 

here. It meant a lot to me to 
get this job. 



“ San Francisco needs the 
Warm Line. Other counties 
need the Warm Line too. It 

not only serves the 
community, but it also 

serves us too as counselors. 
We have purpose here. 





“ I'm not always suicidal. Sometimes I just 
need to talk and so I don't necessarily 

want to call the crisis line, or the Suicide 
prevention line. I feel more comfortable 

talking to people on the warm line 
because they've been through what I've 

been through. On the warm line, I 
feel more equal, and I appreciate 

that. The warm line is extremely helpful 
and extremely important, and I think 

critical to people's well-being in the Bay 
area. - Caller from Alameda 



“ I’m actually a licensed psychologist in 
California, and I generally do well and I 

have a lot of resources to help myself but 
there's times when life’s pressures are 
very hard and I can reach out to the 

warm line, and I have found the support 
crucial to my mental health and my 

ability to offer support to other people 
who are going through suffering 

mentally. It's crucial for these times and 
will save so much money ultimately in 

the ER rooms and down the line.�
-Caller from San Francisco 



“ I'm by myself. I don't have a 
support system. They've been 

kind and they were able to 
calm me down when my 

anxiety was out of control. I'm 
grateful to them, and I hope 
that we have good news and 
that you'll be able to reopen 
this chat line for people in 
need like me. - Caller from 

SoCal 



“ They always summarize the 
stress that I'm going through, 

and it enables me to keep 
working to support myself, 
and … truthfully, they have 
helped me more than some 

psychotherapists. 
- Caller from San Mateo 



What you can do… 
  Call and email State Senator Scott Wiener and his staff to let them 
know you support the Warm Line 

  Sacramento Office - (916) 651-4011 

  San Francisco Office - (415) 557-1300 

  Email: http://sd11.senate.ca.gov/contact  

  Contact your own county Department of Mental/Behavioral Health 
and let them know you support the Warm Line 

  Sign the support petition or want to advocate? 
www.mentalhealthsf.org/programs/peer-run-warmline/  

  Leave the team a voicemail of support: 415-723-0925 

  Download script and talking points website above 
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Thanks! 
Any questions? 

MHASF Website: www.mentalhealthsf.org/ 
Warm Line: www.mentalhealthsf.org/programs/peer-run-warmline/ 
 


