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packs, and a gift card for each family 
(totaling more than 1100 people) 

St. Petersburg College, 
Amscot, The Kind Mouse, New 
Hope Missionary Baptist 
Church, Feeding Tampa Bay, 
Tampa Bay Watch, The City of 
St. Petersburg, Mayor's Office, 
St. Petersburg Police 
Department, St. Petersburg 
Fire Department and The 
Pinellas County Health 
Department 

• CALL donated and provided food, 
clothing, toys, and other items to 205 
underserved families/710 people 

• CALL distributed 300 snack packs, 120 
grocery bags, and gift cards for 185 
families 

Extracurricular Northeast Bandits • CALL interacted with children and paid 
for

¥
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PHASE 2 EVALUATION GOALS AND METHODS 

 
 
 
 
Goals of Phase 2 

In a November 21, 2022 meeting, there was agreement among the foundation, GCJFCS and 
SPPD representatives, and the CJRP co-director Edelyn Verona that a follow-up evaluation would 
allow for continued quality improvement. The proposed Phase 2 project would evaluate fidelity and 
processes of implementation and the perceived acceptability and impact of the program among 
multiple individuals and groups that have a vested interest in CALL. This phase of the evaluation could 
more directly identify processes that may explain disparities observed in Phase 1.  

The first goal of Phase 2 was to evaluate the on the ground implementation of the program, 
both the processes by which implementation occurs and fidelity (the extent to which the program is 
being delivered as intended and ensuring equitable access). We attempted to obtain more direct 
evidence of the decision-making around the protocols for routing of calls, delivering services in the 
field, and ensuring access to services by the most impacted communities. This adds to the 
information obtained in Phase 1, which relied on indirect data (e.g., written protocols and contact 
data). The second goal examined the acceptability and impact of the program as perceived by key 
informants, especially the extent to which officers, CALL team members, and the community 
perceived the program as value-added, trusted, and addressing disparities in health access. Together, 
the goals of Phase 2 were achieved through two different methods: qualitative interviews with key 
informants and ride-along observations of the CALL team in the field. 
 
Methods of Phase 2 
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1. CALL program leaders (n = 4) 
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program, rely on CALL or refer clients to the program, and perceive the CALL program as benefiting 
and/or enhancing the work they do (e.g., workload is lightened, provide enhanced services to the 
community). Interviews with clients were focused on examining the individual experiences and 
perceived impact of the program by those who were directly served. Finally, informants from outside 
agencies and community leaders were interviewed to learn about their level of knowledge of the 
program, their perceptions of the program’s strengths or weaknesses for their communities, how their 
agencies or communities are impacted by the CALL program (if at all), and recommendations for the 
future. Information about the structural and community drivers of inequities in the communities with 
which these informants work 
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was supported by police organizations (including the police union), the city council, and community 
advocates who were calling for alternatives to the traditional police response. The fact that key 
leaders, such as the chief of police and community organizers, became involved and advocated for 
this change ensured that the model that was ultimately enacted (civilian-based responders) was 
efficient and value-added, and addressed the concerns of communities of color around over-policing. 
The interviews noted substantially fruitful collaborations between agency partners (SPPD and GCJFCS) 
and often with outside organizations and the public. As an example, interviewees coming from 
different groups independently articulated a shared mission of CALL: (a) to provide enhanced 
responses to the community and (b) to free officers to do what they were trained to do. This indicates 
that CALL partners and individuals involved are working toward the same goals and following this 
vision in their work. The quality of the communication and easy flow of information between the CALL 
team and the ECD staff was viewed especially as one of the most positive aspects of the program and 
an important reason for its current success (see Table 3 narrative). This constant communication 
allows program leaders to remedy issues quickly and for the program to evolve as needs in the 
community change. To enhance this success further, some interviewees recommended that the CALL 
team navigators, the SPPD, and the emergency communication staff more frequently share the 
outcomes of CALL efforts in the community, so that the officers and dispatchers can be aware of the 
outcomes of cases that they refer to CALL, keeping in mind confidentiality. This correlates to a 360-
degree flow of information approach which should enhance overall knowledge of the program and 
help inform how to serve repeat clients. 

The second theme that emerged under this goal involves acknowledgment of the increased 
resource needs of the CALL team (Goal 1/Theme 2: Needed Resources for the Program). It was clear 
from speaking to the CALL leaders and team members that the CALL staff are valued and provided 
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guys work hard, and if they’re barely making ends meet, why 
would they want to stay?” 

Community agency rep: “I think a lot of [CALL navigators] are 
bachelor’s level, if I’m not mistaken, I think that that is 
something that could probably improve. I think it's just 
[supervisor at CALL] that's licensed, so they really can't give 
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reduce the impact of the program since fewer officer referrals are sent to the CALL team (see Goal 
2/Theme 2 above). Finally, messaging to the public should emphasize the extent to which the 
program is addressing the needs of communities of color and those experiencing barriers to social 
services and mental health care. Several community interviewees described how some of the impetus 
for developing a program such as CALL came from the work of the Black community and marchers in 
St. Petersburg, who during the spring and summer of 2020, demanded reforms in how the police 
interacted with residents of historically disenfranchised communities. Despite this, at least two 
community leaders, who had been involved in the 2020 marches, were dismayed that leaders in Black 
and Brown communities were not consulted prior to the roll out of the program, which would have 
gone a long way in developing trust and support. They were clear that they are glad that the city 
followed through on this initiative, while they want more evidence that the program has an impact on 
their communities. For example, they would like to know whether the CALL program has had an 
impact on reducing policing strategies that they feel can be excessive. Most of those interviewed from 
communities of color expressed that they were cautiously hopeful about the program (“wait and see”), 
and they provided further recommendations as to how the program could be more culturally 
responsive and accessible to minoritized communities (see Table 4 narrative).  
 
;+C$#'WE'YF+$3A+A3G#'Z&A#)G3#B';.#:#<'[*)'\*+$'NE'-)*>)+:'7@@#HA+C3$3A%'+&"'Z:H+@A'

Goal 2 Themes 
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with the referrals for discharge for their clients, so it's just a 
collaboration and the community coming together for the 
betterment of the client.” 

Officer: “There were some calls for service that we went to that 
didn't necessarily identify as a CALL type of dispatch or 
request, if you will. However, once we got there and started 
investigating it and maybe saw either the conditions of the 
house or the tough position the children were in, or the tough 
position the moms or dads or families or grandmas were in, 
we would do our investigation that we were dispatched to, 
and then we would reach out to the navigators and have them 
come out and kind of follow up for us and offer whatever 
services they have.” 

2. Utilization & 
Potential 

Potential under-utilization of and 
low referrals to program, officer 
perceptions of workload 

Community agency: “I think that's the limitation there and 
some of [the clients] have a history, because of their 
symptoms, of becoming violent … [which] would rule them out 
as candidates for working with the CALL team. Even if the 
dispatcher could screen some way and ask a few questions 
about the situation right now. If the person's angry and they're 
punching walls or whatever, maybe not.” 

ECD staff: “I would say maybe 10, 15% [of calls go to the CALL 
team]. That might be absolutely crazy. I don't know….I don't 
feel [there’s a critical mass of calls for CALL]. I feel like mostly 
what we do is police work, and but this was always something 
that is regularly received. It's a definite constant. We get [calls 
that go to CALL] every day, all the time, so it is a portion of our 
work.” 

Officer: 
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3. Public 
Communications 
& Relations 

Need to increase awareness and 
familiarity with the program, 
intersections with communities of 
color 

CALL leader: “And I think we were thoughtful about doing 
community conversations and getting our emblem out there 
and who we were and whatever, but that doesn't mean the 
general population knows that, right? They're not attending all 
those conversations, so that was a challenge at the beginning 



   
 

CALL PHASE 2  
 

22 

Goal 1: Evaluation of implementation processes and fidelity  
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services in the field (implementation fidelity); satisfaction with the program by those who intersect 
with it (acceptability); and positive outcomes for many clients who receive needed services and crisis 
support (impact). At the same time, the evaluation indicated that the program’s services are 
potentially underutilized, and its capabilities can be enhanced by increasing resources to the team 
and by re-imagining protocols so that the team can reach a more expansive group of people, while 
still ensuring safety of the civilian responders. The latter appears to be a dialectic that will be difficult 
to reconcile (e.g., if you increase the number and types of calls that are routed to CALL, is there is a 

https://usf.box.com/s/1ayivrqu6ybtj5liyon1gyps9igkdqfd
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client-served data since the Phase 1 evaluation, from October to December 2023, indicates that the 
CALL team is reaching clients that reflect St. Petersburg’s overall population, as shown in Table 5. 
Further, police Districts 1 (southeast part of the city) and 3 (southwest part of the city) comprise 
approximately 80% (n=3,478) of CALL’s responses in the field.2 District 1 represents several areas 
considered to be “opportunity zones” (i.e., low-income communities).3 

;+C$#'XE'0#:*>)+H.3@<'*['4$3#&A<'8#)G#"'C%'4722,'I@A*C#)'K'0#@#:C#)'NPNS'

Race/Ethnicity % of Clients 
Composition of St. 

Petersburg 
Asian/Pacific Islander 0.10% 4% 
Black 24% 22% 
Hispanic 9% 8% 
Multiracial/Other 2% 3% 
White 28% 63% 
Did not disclose 37%  

 
In totality, the data from both our phases indicate that CALL is providing services to those in 

need, including in communities of color, and it may take a while for perceptions and knowledge of the 
program to reach fully to the public. As such, there are questions as to whether the CALL team could 
use more resources, recruit additional trained navigators and 
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1. Greater expenditure of resources for the CALL program itself and for the hiring of trained 
staff, including increases in navigator salaries and resources to make their work more 
efficient and expansive (e.g., transport vehicle, 24-hour coverage, more navigators). 
Although some informants recommended more licensed staff, the CALL leaders have data 
suggesting that CALL may not need additional full-time licensed staff with the current supports 
in place. The CALL team has currently four contracted clinicians (one Ph.D. and all licensed), 
with additional licensed GCJFCS staff (n=6) available to provide consultation to CALL team 
members as needed. Nonetheless, pay rates were considered low by CALL team members. 
However, market data thus far indicate that most CALL positions have base starting salaries for 
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local residents. We see this is another opportunity to provide information to a large number of 
clients to encourage them to use CALL in lieu of other emergency services when appropriate. 

 
3. Consider including individuals with lived experiences (e.g., mental health history, returning 

citizens), with whom clients can identify, to join the team as lay navigators. Their inclusion 
can increase the access and acceptability of the program and the extent to which the CALL 
team can reach clients for follow ups, as those clients may be known to the lay navigators, or 
the lay navigators have connections in those communities. The issue of cultural responsiveness, 
which is considered essential to increase trust among minoritized communities, came up in 
interviews with community leaders. These informants did not indicate evidence of a deficiency 
of CALL in this area; instead, these comments reflect a lack of direct engagement with the 
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Appendix 1. Interview Guides 

 
Z&A)*'8@)3HAE'
Our names are ____, and we are from USF’s Center for Justice Research and Policy (CJRP). With funding from the 
Foundation for a Healthy St. Petersburg, we have been evaluating the CALL program (Community Assistance 
and Life Liaison Program) and the involvement of so many agencies and people who help support the program. 
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b. [For those who chose to be part of the CALL program voluntarily, like team members] Why were 
you initially interested in the program? Do those expectations/reasons match your experience so 
far? 

c. What are your responsibilities related to its implementation? 
d. Describe some of the difficulties involved in diverting certain types of calls to the CALL team?   

2. _6*)'A.*<#'3&G*$G#"'C#[*)#'3&@#HA3*&'*['4722'`'#<H#@3+$$%'A.#'$#+"#)<'*['A.#'H)*>)+:<a were there 
difficulties in implementing the CALL program, diverting certain calls to the CALL team, etc? If so, please 
describe the difficulties.    

3. The CALL program has a prescribed steps to follow for events to be diverted to the CALL Team.   Were 
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3. _Z6'7--2Z4792!a Describe if you supported the program at its inception and your level of support 
now?  
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a. En que manera te ayudaron? La conectaron con servicios en la comunidad or le dieron articulos 
de necesidad?  

b. 
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Appendix 2. Interview Themes by Coder 
 

Z&A#)G3#B';.#:#<'O!"#$%&'(#)*&+T'
 
8F::+)%'*[';.)#+"<'3&'Z&A#)G3#B<'7@)*<<'+$$'\)*FH<'OB3A.'+'[*@F<'*&'#fF3A%TE'

- Those touched by CALL experience it as very positive and value-added, fills important niche across 
stakeholders – clients, community-based organizations, ECD, and officers (Reflected in: Leaders thread 
#1; Officers thread #1; ECD thread #2; Community thread #1) 

- CALL is not familiar to many across groups and may be underutilized (Reflected in: Leaders thread #1; 
Team thread #2; Officer thread #2; ECD thread #3; Community threads #2 and #3) 

- CALL may be under-funded to achieve full potential (Reflected in: Leader thread #3; Team thread #4; 
Community threads #2 and #3) 

 
;.)#+"<'H#)'Z&A#)G3#B##'\)*FH'

Threads in the Leaders interviews: 
1. 4*$$+C*)+A3*&<'+&"'@*&&#@A3*&<E'program supported by community (protesters), police orgs, council; 

had right leadership and good police-GC collaboration; challenges with messaging to the public about 
the program 

2. Z:H$#:#&A+A3*&'@.+$$#&>#<E'hard to hire qualified and diverse staff with low pay, early safety concerns 
have mostly been alleviated, dearth of long term resources to refer clients and community relies too 
heavily on Baker Acts 

3. 6$#c3C3$3A%'+&"'Z&&*G+A3*&E CALL program has worked to stretch the dollar with creative staffing 
approaches, applying for grants to expand services, pivoting to address developing needs (dementia, 
youth) 

 
Threads in the CALL Team interviews: 
1. 6*):F$+A3&>'A.#'4722':3<<3*&E'worked on understanding what role they would play (crisis intervention 

vs. case management), diverting Baker Acts 
2. 4*::F&3@+A3*&'>+H<E'clients and public do not know about the program; working to educate the 

public, officers, and ECD about program; how to have more seamless communication with police about 
cases 
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Z&A#)G3#B';.#:#<'O1+)#&'23$$#)T'
'
IG#)+$$'e#H*)A#"'[)*:'2#+"#)<,'4*::F&3A%,'8--0,'?+G3>+A*)<,'+&"'!4E''1/'23$$#)'3&A#)G3#B<'
+&"')#G3#B'*['+$$'A)+&<@)3HA<'

 
Code:  -*<3A3G#'7d):+A3*&'*['-)*>)+:'B3A.'<#@*&"+)%'@*"#<'F&"#)&#+A.':+g*)'

@+A#>*)3#<'
• Understanding that CALL is done for the citizens to enhance responses to their needs 

and frees officers to do what they are trained to do for the community overll good 
F&"#)<A+&"3&>'*['4722':3<<3*&'+&"'3A<'*['<FHH*)A'@3A3L#&<'+&"'H)*G3<3*&'*['
)#<*F)@#<'O"3)#@A$%M3&"3)#@A$%T'

• Positive communication among parties (police and Gulf Coast)->**"'@*::F&3@+A3*&'
C#AB##&'4+$$'+&"'\F$[@*+<A'

• Safety concerns for navigators (always there) but have lessened-$#<<'<+[#A%'@*&@#)&<'
[*)'&+G3>+A*)<'+<'H)*>)+:':+AF)#"/'

• Positive introduction of van for navigators (+&'3<'+'H*<3A3G#'<A#H'[*)'&+G3>+A*)< 
• Positive coordination of program/protocols clear->**"'H)*A*@*$<'
• Positive leadership and support from union and management/supervisors-H*<3A3G#'

$#+"#)<.3H'+&"'<FHH*)A'
•

'

!¥!
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