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1  SAMHSA. National Guidelines for Behavioral Health Crisis Care: Best Practice Toolkit. Rockville, MD: 2020.

The Training Guide is supported with the following 
supplemental documents:

Essential Principles & Practices Training Comparison Charts:

Charts detailing currently available training providers and 
courses based on SAMHSA’s essential principles. 

Selection of Sample Training PowerPoints:

• Behavioral Health Crisis Workforce: Recruit, Train, Retain
• Crisis Facility Daily Programming and Schedule
• Intake Crisis Facility Workflow: Guest Journey
• Crisis Now Framework and the Crisis Continuum of Care
• Impact of Knowing Your Why in Your Work
• Importance of a Recovery Oriented Environment
• The Power of a Team

Topics marked with this icon have accompanying sample
training PowerPoint presentation. 

Please contact megan@agnewbeck.com for additional 
information and resources.

mailto:megan%40agnewbeck.com?subject=AMHTA%20Provider%20Training%20Guide
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Crisis Continuum of Care

The following topics help crisis service providers understand the context and need for a 
new framework for behavioral health crisis response in Alaska.

Orientation to the Crisis Now Framework
Estimated Time: 1.5 hours
Training Objectives:

•	 Understand Crisis Now components and core principles.
•	 Learn how crisis services can be delivered differently, safely, and effectively.
•	 Understand how agency mission, vision, and values align with the Crisis Now framework.

Crisis Continuum of Care in Alaska 
Estimated Time: 2 hours
Training Objectives:

•	 Understand the history of crisis continuum development in Alaska. 
•	 Understand the alignment with the national framework.
•	 Learn about current state and community efforts to implement a complete continuum of 

crisis services. 

Sample PowerPoint available for both of the above trainings.
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Essential Principles and Practices 

The following training topics are the best practice, core principles identified by SAMHSA as 
essential elements for modern crisis care systems. These essential elements should be incorporated 
into each element of the crisis service delivery system to create excellent systems of care.2

2  SAMHSA. National Guidelines for Behavioral Health Crisis Care: Best Practice Toolkit. Rockville, MD: 2020. 

The Importance of a Recovery 
Oriented Environment
Estimated Time: 2.5 hours
Training Objectives:

•	 Commit to a no-force-first approach to quality 
care, characterized with engagement and 
collaboration. 

•	 Create engaging and supportive environments 
that are as free of barriers as possible.  
For facility-based services, this includes 
eliminating plexiglas from unit setting and 
minimizing barriers to support stronger 
connections between staff and guests/clients. 

•	 Ensure team members engage individuals in 
the care process during a crisis. Communicate 
clearly regarding all options and offer 
materials regarding the process in writing in 
the individual’s preferred language whenever 
possible. 

•	 Ask the individual served about their 
preferences and do what can be done to align 
actions to those preferences. 

•	 Help ensure natural supports and personal 
attendants are part of the planning team, such 
as with youth and persons with intellectual and 
developmental disabilities. 

•	 Work to convert those with an involuntary 
commitment to voluntary so they are invested 
in their own recovery. Not applicable to all 
crisis providers or settings.

Sample training PowerPoint available.

Person Centered Crisis Care 
Estimated Time: 2 hours 
Training Objectives:

•	 Learn collaborative planning practices to 
emphasize self-determination and choice. 

•	 Learn core principles and practices of person-
center planning. 

•	 Understand how to operationalize person-
centered planning in the crisis setting. 

Motivational Interviewing and Its 
Impact in Crisis
Estimated Time: 4 hours
Training Objectives:

•	 Learn the elements of motivational 
interviewing skills.

•	 Learn how motivational interviewing shifts 
power and engagement dynamics with 
individuals in crisis.

•	 Practice using motivational interviewing 
techniques to enhance proficiency in applying 
these skills in crisis situations.

Zero Suicide / Suicide Safer Care
Estimated Time: 4 hours
Training Objectives:

•	 Understand the 7 key elements of Zero Suicide/
Suicide Safer Care. 

•	 Learn best practices and organizational 
processes for suicide risk screening, assessment 
and safety planning. 

•	 Identify risk factors and warning signs 
associated with suicide and strategies for 
effectively supporting individuals at risk. 
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Crisis Services and First 
Responders – An Essential 
Partnership 
Estimated Time: 2 hours
Training Objectives:

•	 Learn to collaborate and build strong 
relationships with local first responders. 

•	 Understand the local partnerships in your area 
and how to create workflows between agencies 
to best serve the community members in need. 

•	 Understand the importance of routinely 
reviewing community data, outcomes and the 
impact crisis services have on the community. 

Safety for Staff and Guests / Clients 
in Crisis
Estimated Time: 2 hours
Training Objectives: 

•	 Learn about the elements of an environment 
that is both welcoming and safe. 

•	 Understand how staff training, ratios and 
feedback from staff and individuals served 
enhances safety.

•	 Understand the connections between 
trauma-informed care, a recovery-oriented 
environment and safety. 

Trauma-Informed Care
Estimated Time: 4 hours
Training Objectives:

•	 Learn the key principles and components of 
trauma informed care.

•	 Safety; trustworthiness and transparency; peer 
support and mutual self-help; collaboration and 
mutuality; empowerment, voice and choice; 
and ensuring cultural, historical and gender 
considerations inform the care provided.

•	 Learn how to create and maintain a trauma-
informed care environment and team.

•	 Understand the impact of trauma on clients 
and on your team.

Verbal and Physical De-escalation 
Estimated Time: 8 hours
Training Objectives:

•	 Learn to recognize actions and behaviors that 
indicate an individual may be escalating or at 
risk of escalating.

•	 Learn effective de-escalation strategies for 
safe, non-restrictive interventions.

•	 Learn safe disengagement and physical 
intervention techniques to maintain safety. 
Physical intervention techniques are not 
applicable or appropriate for all crisis 
providers or settings.

Working with Peer Support 
Specialists
Estimated Time: 1.5 hours
Training Objectives:

•	 Understand the significance of peer support 
specialists in the crisis continuum. 

•	 Learn about the roles and responsibilities of 
peer support specialists in crisis settings. 

•	 Recognize peers as integral and equal parts of 
the care team. 

Organizations without Peer Support Specialist 
(PSS) positions can still provide training and 
information on the vital role of PSSs within 
Alaska’s behavioral health continuum.
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The Power of a Team
Estimated Time: 2 hours
Training Objectives:

•	 Learn the different components of a crisis team.
•	 Learn how the collaboration of different team 

members and roles fuse to create an entirely 
different environment than a hospital setting.

•	 Learn the key elements of an effective crisis 
team and how to create and maintain the  
team environment.

Sample training PowerPoint available.

Start with Why
Estimated Time: 2 hours
Training Objectives:

•	 Learn how to identify your personal, 
organizational and service “why”.

•	 Learn how understanding your “why” is critical 
to living with purpose and being passionate 
about your work.

•	 Learn other team members’ “why” and  
how all the team members can effectively  
work together.

Sample training PowerPoint available.

Team Development

The following topics support staff wellness, retention and collaboration in service of 
guest / client outcomes.

Love your Work
Estimated Time: 1.5 hours
Training Objectives:

•	 Learn the research on why it is important to 
love your work. 

•	 Bring happiness and joy to your work.
•	 Understand the impact of passion and joy to 

the team and people you serve. 

Customer Service and Workplace 
Communication
Estimated Time: 1.5 hours
Training Objectives:

•	 Learn customer service basics to enhance 
communication (e.g. AIDET- acknowledge, 
introduce, duration, explanation and  
thank you).

•	 Learn why customer service pertains to the 
people we serve, visitors from the community, 
as well as our own team members.

•	 Practice basics of effective communication in 
the workplace.

Staff Wellness 
Estimated Time: 4 hours
Training Objectives:

•	 Understand what daily staff support looks like, 
including teammate and leadership roles, 
employee assistance program(s) and support 
spaces in the work environment.

•	 Learn how to create an environment where 
team members can lean on each other when 
needed without being judged or critiqued.

•	 Learn tools for self-care to build team 
resilience and prevent compassion fatigue  
and burnout.
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Specialty Populations 

Working with Families in Crisis
Estimated Time: 2 hours
Training Objectives:

•	 Understand the dynamics of a family unit.
•	 Identify and effectively work with different 

family communication styles.
•	 Support each family member in their preferred 

manner during the crisis, with a primary focus 
on the person in crisis.

Diversity and Cultural 
Responsiveness 
Estimated Time: 4 hours
Training Objectives:

•	 Understand how to improve cultural awareness 
among the team and how this positively 
impacts clients. 

•	 Learn to be mindful of the environment, 
language, space, and activities provided to 
guests / clients.

•	 Understand and respect the team’s diversity 
and how to communicate effectively among 
each other to improve the environment for 
those we serve.

Working with Adolescents in Crisis 
Estimated Time: 2 hours
Training Objectives:

•	 Learn developmentally appropriate tools and 
skills to engage adolescents in crisis.

•	 Understand how to engage and encourage 
family/caregiver involvement in the care 
process.

•	 Understand how to identify the communication 
styles of adolescents.

Process-Specific Trainings 

Mandated Reporting and Civil 
Commitments 
Estimated Time: 2 hours
Training Objectives:

•	 Understand state reporting requirements 
for adolescents and adults and for civil 
commitments (Title 47).

•	 Learn how to engage the family/caregivers 
when reporting needs to happen.

•	 Learn documentation requirements for 
mandated reports and civil commitments.

Incident Reporting and Restrictive 
Intervention Documentation 
Estimated Time: 4 hours
Training Objectives:

•	 Understand regulations, policies and 
procedures on reporting of incidents and 
restrictive interventions.

•	 Learn expectations for documentation 
thoroughness.

•	 Learn how to utilize incidents as a learning 
opportunity to prevent future incidents.

Ethics and Boundaries 
Estimated Time: 4 hours
Training Objectives:

•	 Understand the ethical expectations for being a 
service provider.

•	 Know and understand boundaries with team 
members, people served, family/caregivers and 
community members.

•	 Recognize risk factors of unethical behaviors 
among your team and how to respond.
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Guest / Client Rights 
Estimated Time: 2.5 hours
Training Objectives:

•	 Understand state statutory and regulatory 
guidance on psychiatric patient rights. 

•	 Learn about processes for grievances and 
appeals. 

•	 Learn documentation and reporting 
requirements.

Guest / Client Journey 
Estimated Time: 3.5 hours
Training Objectives:

•	 Understand team workflow from initial contact 
to resolution or transfer of services. 

•	 Understand documentation requirements and 
workflows.

•	 Review team member engagement and 
coordination with community partners to 
enhance and optimize guest/client time in 
services. 

Sample PowerPoint available for crisis facility 
guest journey training.

Daily Programming, Schedule,  
and Role-Specific Tasks 
Estimated Time: 2.5 hours
Training Objectives:

•	 Understand expectations for daily or shift 
schedule.

•	 Understand the role of each team member in 
supporting programming. 

•	 Understand the importance of daily 
programming and engagement to keep a 
calm milieu. Milieu discussions applicable to 
Crisis Stabilization and Short-Term treatment 
settings.

Sample PowerPoint available for crisis facility.

Clinical Documentation 
Estimated Time: 6 hours
Training Objectives:

•	 Understand the electronic medical record 
system and documentation. 

•	 Learn key elements and requirements for high-
quality documentation, including assessment, 
screening tools, treatment plans, notes, acuity 
checks, safety planning, and more.

•	 Understand program processes and 
requirements for documentation review as 
a team and with leadership to ensure all 
documentation is completed and accurate.

Resources and Discharge Planning 
Estimated Time: 2 hours
Training Objectives:

•	 Understand the resources in the community 
and appropriate contacts to ensure the best 
linkages to care as possible.

•	 Understand the documentation requirements 
and who needs to be involved for discharge 
planning.

•	 Learn how to engage and collaborate with 
community partners to develop a well-thought-
out discharge plan with the guest/client.
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Role-Playing 

Position Specific Breakouts and Practice 
Estimated Time: 4 hours
Training Objectives:

•	 Practice position specific tasks and duties.
•	 Practice documentation expectations for each position while utilizing agency electronic 

health record.
•	 Practice scenarios for different tasks and expectations to learn effective workflow processes.

Case Scenarios
Estimated Time: 2 hours
Training Objectives:

•	 Identify common and high-risk scenarios you may face in the care setting. 
•	 Identify key team members involved in each scenario and the workflow that would be 

utilized to support the individual.
•	 Learn to work together as a team to run through the scenario to resolution.
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Training Schedule 

Ideally, onboarding a new team follows a 3–4 week 
training plan prior to providing new behavioral 
health crisis services. The onboarding period 
should be comprehensive to ensure all staff are 
highly trained and can practice their work duties 
in a quality manner before engaging with guests/
clients. Staff onboarding within established crisis 
service programs may not need as much time due 
to increased opportunity to shadow and practice 
skills within actual work conditions.

One month prior to starting new services, the 
core team should spend as much time together 
as possible. After initial onboarding and log-in 
systems are established with the organization’s 
human resources department, the team should 
begin their training plan together. A sample 
training plan for new crisis service programs 
is at the end of this section, with an editable 
document available in the supplemental Training 
Schedule Template. Crisis service providers 
are responsible for adapting the training plan 
template or creating their own to meet all 
organization, professional and best-practice 
requirements and guidelines of their setting.

Leadership Training

It is recommended the leadership team for 
any new crisis program is hired at least two (2) 
months prior to starting services. Allowing the 
leadership to train together helps build a cohesive 
leadership unit to better train the rest of the 
team. The leadership team should go through 
the same types of training with specific focus on 
the Crisis Now framework, teamwork function 
and dynamics, and leadership training to be 
effective leaders once services open. Although 
leaders still need to attend all required trainings 
(e.g. workplace safety, fraud, waste, mandated 
reporting), additional focus should be on 
leadership skills development to empower leaders 
to operationalize the Crisis Now framework 
and serve to their community and staff well. 
Leadership development also supports leaders 
to better interview and select the remaining 
members of the team.  

Quarterly Training Recommendations
Suggested quarterly training topics for ongoing 
team consistency and skill maintenance.

•	 The Power of a Team Training Recovery 
Oriented Environment

•	 Customer Service and Workplace 
Communication

•	 Trauma-Informed Care 

•	 Person Centered Care

•	 Safety for Staff and People in Crisis 

•	 Working with Adolescents in Crisis 

•	 De-escalation Techniques 

•	 Workflow

•	 Clinical Documentation 

•	 Scenarios & Role Playing

•	 Resources / Discharge Planning 

•	 Staff Wellness 

•	 Working with Families in Crisis

Annual Training Recommendations
Suggested annual training topics for staff 
development, team growth and skill 
maintenance. 

•	 Motivational Interviewing

•	 Trauma-Informed Care 

•	 Person Centered Care 

•	 Zero Suicide / Suicide Safer Care

•	 De-escalation Training 

•	 Diversity & Cultural Responsiveness

•	 Mandated Reporting

•	 Incident Reporting 

•	 Ethics & Boundaries 

•	 Client Rights

•	 Clinical Documentation 

•	 Staff Wellness

•	 Fire Safety 

•	 Hazardous Materials 

•	 Infection Control 

•	 Compliance Trainings 

•	 HIPAA / Confidentiality 

•	 Workplace Violence Prevention 

•	 Psychopharmacology
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Sample Training Plan Template  

Week 1

Topic Hours Content

Day 
1

Introductions + Icebreaker 0.5 Introductions and getting to know one another

Orientation to the Crisis Now 
framework

1.5
Vision and mission for crisis services; agency mission/vision/
value; leadership structure

Crisis Continuum of Care for 
Alaska

2
National model and core components of crisis care and the 
fundamental pillars of effective crisis services; history of Alaksa’s 
services

The Power of a Team 2
Core components of an effective team; roles and impact on guest 
experience

Day 
2

Icebreaker / Team Building 0.5

Start with Why 2
Understand the ‘why’ of your personal, organization and service 
work to support effective teamwork.

Love your Work 1.5
Importance and impact of loving your work and the impact it has 
on the individual, team, and community

The Important of a Recovery 
Oriented Environment

2.5
Key components of the treatment setting and the impact of the 
environment on guests including the physical layout and language 
used by staff

Day 
3

Icebreaker / Team Building 0.5

Customer Service and 
Workplace Communication

1.5
Purpose and basic skills of excellent customer service and how 
demonstrate respect and dignity in all interactions

Motivational Interviewing and 
its Impact in Crisis

4.5
Communication skills to empower and help individuals in distress 
move toward recovery

Day 
4

Icebreaker / Team Building 0.5

Trauma-Informed Care 4
Understanding the impacts of trauma and how to serve people in 
crisis with an awareness of trauma and potential triggers.

Person Centered Crisis Care 2
Core principles and practice; develop skills for collaborative 
planning practice to support guests to achieve their preferred life 
via self-determination and choice.

Day 
5

Icebreaker / Team Building 0.5

Safety for Staff and Guests / 
Clients in Crisis

2
Importance of safety in the environment; team approach, 
engagement and collaboration to create a safe environment.

Zero Suicide/ Suicide Safer Care 2
Risk factors for suicide; how to support individuals to a place of 
hope.

Working with Families in Crisis 2 Dynamics of family units and impact on  individuals in crisis.

The following tables contain sample training schedules for Crisis Stabilization facilities. Adjust the 
training templates to fit the needs of your organization, client population and pre-existing new 
hire orientation. For example, Mobile Crisis Team/Mobile Integrated Health may adapt this outline 
to ensure new hires spend time with Dispatch and on ride-alongs. A blank training plan template is 
provided on page 15.

SAMPLE TRAINING PLAN TEMPLATE



ALASKA’S BEHAVIORAL HEALTH CRISIS SYSTEM OF CARE: PROVIDER TRAINING GUIDE 13

Week 2

Topic Hours Content

Day 
6

Introductions + Icebreaker 0.5

De-Escalation Training 8
Signs of when someone may be experiencing a crisis; develop 
skills to effectively work with someone in crisis

Day 
7

Icebreaker / Team Building 0.5

Diversity and Cultural 
Responsiveness

4
Cultural awareness, being mindful of the environment, team 
diversity, reducing bias and understanding CLAS standards.

Mandated Reporting and Civil 
Commitments 

2
Alaska reporting requirements and process; agency notification 
and support process for guest and staff; specific guidelines and 
regulations on rights and decision-making authority.

Day 
8

Icebreaker / Team Building 0.5

Incident Reporting and 
Restrictive Intervention 
Documentation

4

Incident reporting including expectations and documentation; 
importance of transparency; incident and chart reviews for 
learning and continuous quality improvement; State, federal and 
professional expectations for reporting.

Working with Adolescents in 
Crisis

2
Skills to work with adolescents in crisis including engagement, 
collaboration, goal setting and linkage to support systems.

Day 
9

Icebreaker / Team Building 0.5

Ethics and Boundaries 4

Ethics and boundaries within the workplace and professional 
expectations for all roles; recognize risk factors for unethical 
behavior and identify when and how to report concerning 
behaviors. 

Crisis Services and First 
Responders- An Essential 
Partnership

2
Meet local first responders to understand partnerships. Review 
community need and historic data from emergency response and 
crisis stabilization.

Day 
10

Icebreaker / Team Building 0.5

Guest Rights, Incident Reporting 
and Restrictive Intervention 
Documentation

2.5
Rights of all guests on the unit; learn the parameters for quality 
processing of grievances; understand confidentiality expectations

Guest / Client Journey 3.5
Team workflow from initial contact to resolution or transfer of 
services.

SAMPLE TRAINING PLAN TEMPLATE
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Week 3

Topic Hours Content

Day 
11

Introductions + Icebreaker 0.5

Guest / Client Journey 3.5 Admission through discharge; tour facility & group discussion

Daily Programming, Schedule 
and Role-Specific Tasks 

2.5
Expectations for daily or shift schedule; understand the role of 
each team member in supporting programming. 

Day 
12

Icebreaker / Team Building 0.5

Clinical Documentation 6
Assessment, screening tools, treatment planning, notes, acuity 
checks.

Day 
13

Icebreaker / Team Building 0.5

Position-Specific Breakouts and 
Practice

4 Tasks, scenarios and documentation in the unit

Case Scenarios 2
Full-team role play of varied experiences on the unit to practice 
skills, problem-solving and teamwork.

Day 
14

Icebreaker / Team Building 0.5

Resources and Discharge 
Planning

2
Discharge documentation requirements and available community 
resources for guests; learn how to support community 
connections and discharge/aftercare planning.

Staff Wellness 4

Overview of what daily staff support looks like; how to create an 
environment where team members can lean on each other when 
needed without being judged or critique; learn tools for self-
care to build team resilience and prevent compassion fatigue 
and burnout.

Day 
15-16

ASIST (Applied Suicide 
Intervention Skills Training) or 
similar

16
2-day, in-person training. Learn skills to provide suicide first 
aide intervention, develop a safety plan and connect for further 
help.

SAMPLE TRAINING PLAN TEMPLATE
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Blank Training Plan Template

Week 1

Topic Hours Content

Day 
1

Day 
2

Day 
3

Day 
4

Day 
5

BLANK TRAINING PLAN TEMPLATE
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Week 2

Topic Hours Content

Day 
6

Day 
7

Day 
8

Day 
9

Day 
10

BLANK TRAINING PLAN TEMPLATE



ALASKA’S BEHAVIORAL HEALTH CRISIS SYSTEM OF CARE: PROVIDER TRAINING GUIDE 17

Week 3

Topic Hours Content

Day 
11

Day 
12

Day 
13

Day 
14

Day 
15-16

BLANK TRAINING PLAN TEMPLATE
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