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As with other agen-

cies and businesses 

throughout our com-

munity and our coun-

try, the economy is in 

the forefront of our 

minds.  The uncer-

tainty of what lies 

ahead is a lingering 

question on every-

one’s mind. I am saddened 

by what I see and hear daily, on 

both a personal and profes-

sional level.  We all know 

someone who has been af-

fected by today’s economy.  

Whether it comes from losing 

a job, losing a home, or just 

struggling to make ends meet 

and put food on the table, we 

all know someone who needs 

help.  What impacts our co-

workers, friends and family 

also touches us as individuals.  

As with many agencies trying 

to help those in need, Crisis 

Call Center hears about the 

struggles faced by residents 

throughout our state everyday.  

These stories are especially 

difficult for the staff and vol-

unteers who respond to the 24-

hour Crisis Lines and Nevada 

211.  Unfortunately, we often-

times have no resources avail-

able for people in need of basic 

needs such as rent and utility 

assistance.  This is and contin-

ues to be, a difficult time.   

For many years, I have had the 

following quote on my desk.  I 

read it often and believe it 

should be shared whenever 

possible.  Therefore, I will 

share it with you now . . . 

I asked for 

Strength... And God 

gave me Difficulties 

to make me strong.  

 I asked for Wisdom... 

And God gave me 

Problems to solve.  

I asked for Prosper-

ity... And God gave me 

Brain and Brawn to 

work.   

I asked for Courage... 

And God gave me Dan-

ger to overcome.  

I asked for Love... And 

God gave me Troubled  

people to help.       

I asked for Favors... 

And God gave me Op-

portunities.   

I received nothing I 

wanted...  

I received everything I 

needed!  

Through all of the uncertain-

ties, we have seen many posi-

tive things happening.  Crisis 

Call Center has experienced a 

rise in the number of calls re-

lated to volunteering.  We have 

had individuals who are out of 

work come to us as volunteers 

so they can make a positive 

difference.  I have witnessed a 

number of people taking on 

new attitudes, realizing that 

sometimes we just have to be 

thankful for what we have.  

For the most part, I think peo-

ple seem to be kinder and 

more thoughtful.  I hear the 

words “please” and “thank 

you” more often, and while I 

have been told that I have a 

Pollyanna attitude, I believe I 

see more smiles from strangers 

on the street.  I believe that we 

have to look for the positives, 

and when we find them, we 

need to share them with oth-

ers.   

This is a great time to make a 
positive difference in some-
one’s life.  Hold a door open 
for someone, remember to say 
thank you, smile at a stranger 
on the street.  A small bit of 
kindness goes a long way! 
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“This is a 

great time to 

make a 

positive 

difference in 

someone’s 

life.” 



 

Traci Dory, President - Board of  Directors - 2008-2009 

Board of  Directors 2008-2009 

 Throughout the en-
tire year, staff and volunteers at 
the Center were constantly 
working together and with the 
Board to identify the services 
needed by this new lack of 
faith as well as how to identify 
the needs of the new 
“customers” that were flooding 
the lines requesting our ser-
vices. 

I am especially happy 
to see the center develop a 
project utilizing new technol-
ogy to maintain a connection 
with our youth and assist them 
in their moments of crisis.  
Introducing our adolescent 
population to the Center’s ser-
vices will grow a new basis of 
support for the Center’s voice 
in the future.  When the tradi-
tional resources have not an-
swered the needs of all youth, 
the Center began working on 
innovative ways to reach out to 
Nevada’s youth and brought in 
new partners to work on these 
goals.   
 Even though at times 
it felt the world around us 
might crumble, the staff and 
volunteers at the Center were 

always upbeat and positive 
about the work they were do-
ing.  My tenure as president 
was made easy by their tireless 
efforts and strong work ethics.  
They were always looking at 
those “new horizons” and 
ways to improve and increase 
services.  As a provider of vic-
tim services in Nevada, work-
ing with the Center’s board, 
staff and volunteers renews my 
faith in a world that is experi-
encing tremendous upheaval. 
 
 Thank you to the 
Board of Directors, staff and 
volunteers of the Crisis Call 
Center for all that you do every 
day to give people who have 
lost their faith a beacon in a 
new horizon!!  You all made 
being board president a pleas-
ure. 
 

New Horizons 
  
 Our country experi-
enced huge economic upheaval 
and on some level, a crisis of 
faith in the world as we knew it.  
Throughout this upheaval, the 
Crisis Call Center was a beacon 
of light for people who had lost 
their way.  The country’s eco-
nomic problems brought more 
people to the Center requesting 
assistance, resources, and ser-
vices.  Suicide, crisis, and 211 
calls increased.  And with each 
call every day all year, the volun-
teers and staff got people 
through it with care, concern and 
empathy.  
 
 During my tenure as 
president, I had the privilege of 
working with an enthusiastic 
Board of Directors who brought 
their different backgrounds and 
life experiences to the table every 
month to discuss ways to im-
prove and sustain the Center.  
Every board member volunteers 
their time to help the Center 
continue to provide the best 
community support they can.   

                                                  

Traci Dory, 

President - Board 

of Directors 

2008-2009 
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“Our Country 

experienced 

huge economic 

upheaval and on 

some level, a 

crisis of faith in 

the world as we 

know it” 
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Sexual Assault Support Services 2008-2009    by Ben Felix, Coordinator 

Fiscal year 08 - 09 for 

the Sexual Assault 

Support Services Pro-

gram was certainly 

transformative and 

evolutionary. 

Throughout the year SASS 

program advocates and staff 

responded to, and provided 

assistance, to 175 reported 

cases of sexual assault, and 

crisis line volunteers assisted 

1,194 individuals impacted by 

abuse and vio-

lence.  These 

numbers illus-

trate a 16% de-

crease in re-

ported cases 

over the previ-

ous years; and a 

17% increase in 

the number of 

callers to the crisis lines for 

assistance.  Needless to say that 

our work continues apace with 

our outreach and awareness 

campaigns in our community. 

Throughout the year, Shelly 

Reynolds the Outreach Special-

ist has done wonderful work 

providing outreach presenta-

tions to schools and the com-

munity. 

 

Most noteworthy transforma-

tions this year was the long 

awaited inaugural Grand 

Opening of the Jim Pagels 

CARES/SART facility on Sep-

tember 11, 2008.  As we’ve just 

completed our first year anni-

versary recently, we marvel at 

the transformations that have 

occurred in our systems proto-

cols in providing quality service 

and adequate comfort to those 

in need.  Thus far, by the ques-

tionnaire response we’ve re-

ceived from assault survivors – 

we’re doing just fine, and eve-

ryone is quite pleased by our 

new state-of-the-art facility. 

Our support group services 

continue to provide service to 

adolescent victims and adult 

support group survivors with a 

majority of those participants 

viewing their recovery in a 

positive light, expressing hope 

for themselves and their future. 

 

In January 2009, the deadline 

for the state’s compliance to 

the Congressional Violence 

against Women Act (VAWA) 

of 2005 went into effect.  Un-

der this Act a victim of sexual 

assault need not report the 

crime to law enforcement as a 

requirement in order to obtain 

a free forensic examination for 

purposes of evidence collec-

tion, prior to receiving care.  It 

is the belief from the congress 

that by diminishing many of 

the barriers that keep victims 

in silent retreat, that they might 

decide to come forward once 

they begin receiving care and 

advocacy to make better in-

formed decisions about proc-

esses, but still have valuable 

time-sensitive legal evidence 

preserved.  By the end of this 

Fiscal year, the SART 

Program had per-

formed 5 such anony-

mous blind cases, and 

within a few weeks-to a 

month, 3 victims de-

cided to move forward 

and report to law en-

forcement about their 

assaults.  Had these 

victims decided to wait 

until they were ready to report, 

valuable evidence might other-

wise have been lost. 

 

On this same topic, the SASS 

Program staff has been quite 

busy providing informational 

briefings to Law enforcement 

and collateral agencies about 

the new protocols and jurisdic-

tional responsibilities.  In the 

lead up to the January deadline 

and thereafter, the program 

staff has educated just over 300 

individuals connected to po-

lice, REMSA, Emergency Dis-

patch, Hospital ER staff and 

clinics.   

Holly Quick  

Memorial  Dedication 

May 2009 
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“ Had these 

victims decided    

to wait until they 

were ready to 

report, valuable 

evidence might 

otherwise have 

been lost.” 

Jim Pagels CARES/SART Facility. 
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Nevada 211 -  2008 - Statistical Reports 

Page 5 CRISIS CALL CENTER -  2008-2009 

211  Combined Call Center Report - Year 2008 

68,088 Total Calls 

12,403 Basic Needs (clothing, housing) 

7,129 Rental Assistance 

6,307 Food 

4,895 Medical 

2.658 Shelter 

2,578 Employment 

2,048 Legal Services 

1,688 Senior Services 

1,491 Counseling 

1,218 Transportation 

865 Dental 

709 Education 

557 Weatherization/home repair 

450 Substance Abuse 

1,383 Legal Documentation 

23,372 Disability 

1,053 Homeless 



Crisis Call Lines - 2008 - 2009 

New horizons for the Crisis 
Lines began with becoming a 
Regional Center for the Na-
tional Suicide Prevention Life-
line.  Now in addition to tak-
ing the calls from our previ-
ously assigned jurisdiction of 
the entire State of Nevada and 
Northern California east of the 
Sierras, we are now the Re-
gional Back-up Center for 
Arizona, California and Ha-
waii.  Calls not answered in 
those states roll to our crisis 
lines.  Our calls have increased 
exponentially, both in serious-
ness and volume. 
 
With state budgets being cut, 
resources are shrinking and at 
the same time the need is hit-
ting an all-time high.  The 
Center is learning that a sign 
of the current economic crisis 
is the hopelessness verbalized 
by those people who have lost 
jobs, can’t pay their utilities, 
have lost their health insur-
ance, and have lost or are los-
ing their homes.  Because peo-
ple are feeling helpless, they 
are increasingly expressing 
thoughts of suicide as their 
only solution.   The domestic 
financial issues directly affect 
the increasing number of crisis  
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“  Because people are 

feeling helpless, they 

are increasingly 

expressing thoughts of 

suicide as their only 

solution.”  

calls we receive regarding sub-
stance abuse, child abuse, elder 
abuse, domestic violence and 
homelessness.  By increasing 
the services we collaboratively 
provide for the Division of 
Aging, Child Protective Ser-
vices and the domestic vio-
lence shelter Safe Embrace, we 
are trying to cope with the 
upsurge of calls.  
 
Because so many people are in 
such fragile situations we have 
implemented a substantially 
enhanced program of follow-
up with our callers.  We can’t 
necessarily solve their prob-
lems but, we can be there to 
listen, care and maybe offer an 
untried resource.  Most callers 
feel grateful that someone 
cares enough to call them 
back, sometimes multiple 
times to check on their well 
being. 
 
New horizons for our Crisis 
Lines Coordinator and Head 
Trainer, they became certified 
ASIST trainers.  ASIST is an 
internationally accepted sui-
cide prevention model that 
will eventually be utilized by all 
crisis centers in the Lifeline 
network.   

All crisis lines staff and many 
of the current volunteers have 
been trained in using this 
model and we will continue to 
train until all our current vol-
unteers and staff has com-
pleted a session.  We have also 
expanded our volunteer train-
ing sessions from 60 hours to 
72 hours to incorporate assist 
training into our  program. 
Some of the improvements in 
this model versus our past 
model are: continuing to talk 
with a suicidal person in their 
pain and allowing them the 
time to talk about their rea-
sons for choosing death and 
while listening (a very effective 
tool) helping the caller find 
their reasons for living; the 
positive language of the 
model; and a comprehensive 
but simplified tool for review-
ing risk or assessing the lethal-
ity of the situation. 
 
The crisis lines staff and vol-
unteers are very committed to  
helping people during this 
difficult time by being here  
for them 24 hours a day, 7 
days a week and offering what 
comfort and resources we 
have available. 

SOSL Facilitator and 

Head Trainer. -- 

Janett Massolo 

By Debbie Gant-Reed 

Crisis  Lines -  

Coordinator 

“ We can’t  

necessarily solve 

their problems but, 

we can be there to 

listen, care and 

maybe offer an  

untried resource.” 
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The Year in Statistics - 2008-2009 
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Crisis Call Center - Annual Program Statistics 

July 1, 2008 through June 30, 2009 

      

  Total # of 
Calls 

Suicide  Plan Prior   
Attempts 

Lethality 
Risk    
Assess-
ment  High 

Emergency 
Rescue 
Initiated  

Suicide Call 
About 
Another 

Survivor of 
Suicide 
Loss 

TOTAL # OF CALLS     26,849 3,542 843 793 253 113 1,473 270 

  Crisis Lines 1 & 2  16,656        

  Substance Abuse Helpline 371        

  Lifeline   7,399        

  Statewide Lines 1 & 2 871        

  1-800-Suicide  1,240        

  Business  306        

  Positive Call Resolution Rate  99%         

Call Issues          

Child Abuse 2,570  Basic Needs 2,576   

Elder Abuse  396  Senior Issues 646   

Addiction 2,576  Violence 1,876   

Referrals   6,587  Caller with Disability 2,400   

 Youth Outreach  18,371  Males 9,873   

 Outreach Event Attendance  22,009  Females 16,672   

 Distributed Materials  11,217  Unidentified 304   

          

 From: Crystal Reports breakdown of Crisis calls  



Phone: 775-784-8085 
Fax: 775-784-8083 
E-mail: crisiscallcenter.org 

Crisis Call Center 

WWW.Crisiscallcenter.org 

“Off we  go “ 

Again 

PO Box 8016 
Reno, NV 89507 
 


