
Mental Health Navigation Initiative
Improving Connections to Mental Health and Substance Services in Milwaukee County

Mental Health Task Force | October 10, 2023



Background

The public / private Mental Health Navigation Initiative (MHNI) is co-sponsored by the Milwaukee 

Health Care Partnership (MHCP) and Milwaukee County Behavioral Health Services (BHS), 

recognizing a: 

● Lack of understanding of the mental health care delivery system in Milwaukee

● Calls for clarity of public and private mental health services

● Recommendation in studies that informed the mental health crisis delivery system redesign to 

improve the awareness of and navigation to current and emerging services for providers and 

consumers. 



MHNI Purpose and Process

The MHNI’s purpose is to further the understanding of mental health and substance use disorder (SUD) 

services in Milwaukee County and develop resources and tools to help both consumers and providers 

navigate these public and private services.

● Understand the delivery system & existing resources: Inventory and define the public and private 

mental health care and SUD treatment services in Milwaukee County 

● Understand the needs of both community members and providers: Focus groups and surveys with 

provider / referral professionals and community members to understand barriers, needs, and what they 

identify as needed resources 

● Develop and improve navigation resources: Develop, enhance, and find a method to sustain resources 

and tools to support provider, consumer and advocate understanding of and navigation to the right 

services at the right place and time.

**While this initiative focuses on navigation and understanding of how to access services, we acknowledge and recognize there are 
also opportunities for service delivery improvement



Feedback – What we learned

Consumers:
○ Top-ranked navigation resource needs: 

■ Access to “Navigators” (assisters)

■ Easy to use online directory 

■ Chat tool that helps with self-navigation

○ Majority not aware of the online resources at 

211 or the Crisis Line

■ Or difficult to get to the 211 directory 

○ Not sure where to call or go for over-the-phone 

or in-person help

○ Do not distinguish between public (BHS) and 

private services

○ One place for resources – difficult to find what 

you need across organizations

○ More public awareness campaigns about 

resources



Feedback – What we learned

Providers / Referral Professionals:
**Primary referral source 

○ Top-ranked navigation resource needs: 

■ Easy to use online directory

■ Quick program reference sheets

■ Ways to find care handout

■ Provider referral helpline

○ Majority not aware of the online resources at 211 or the 

Crisis Line

○ Desire for more walk-in access – not aware of current 

access points

○ Desire to better filter services by language access

○ Centralize resources for easy reference

○ Better up-to-date information 



Resources: Website for Electronic Resource Links & Document Downloads

www.HealthyMKE.com/well

One-stop landing page:
• How to find care 

information on website + 
downloaded handouts / 
palm card

• Direct link to 211 online 
directory

• Promotion of crisis line
• Chat tool navigation
• Embeddable tools + links 

for community 
organization’s websites

http://www.healthymke.com/well


Online Resources on Website – Ways to Find Care

Information available via multiple channels, building on existing resources (especially 
IMPACT), and acknowledging preferences for media type (e.g., internet search vs. chat)

Providers
Call – Connect live with IMPACT staff

Search – Internet-based search of IMPACT database.

Navigate (ChatBot) 

Verify – Many patients clients are already enrolled in 
Milwaukee County Behavioral Health Services programs; 
determine existing enrollment and (where applicable) 
connect to established case management resources 

Walk-In – Walk-in locations for service or navigation 
support

Community Members

Call – Connect live with IMPACT staff

Search – Internet-based search of IMPACT online 
directory

Navigate (ChatBot)

Text – Live text (within operating hours) with 211 staff 

Chat – IMPACT staff

Walk-In – Walk-in locations for service or navigation 
support



Online Resources– Chat Tool

www.HealthyMKE.com/well

Chat tool (NOT live):
• Tool to help you navigate the 

information on the website
• Community organizations and partners 

can embed on their websites
• Allows for accuracy and consistency 

across partners

http://www.healthymke.com/well


Print Resources– Ways to Find Care (Consumer - 8.5 x 11)



Print Resources– Ways to Find Care (Consumer – Palm Card)



Next Steps

● Launch of New and Improved Navigation Resources:
○ Soft launch - September

■ Distribute resources to small group of providers and community audiences

■ Get real-time feedback over a month 

○ Make adjustments  - October 

○ Distribute resources in the community – November

● Ongoing Improvement - On-going Navigation Sub-committee
○ MHCP and BHS sponsoring an on-going sub-committee (Public/Private Partnership) to continue the work
○ Objectives:

■ Ensure the accuracy of existing navigation resources and website content and inclusion of new services
■ Promote navigation resources and tools to the distinct audiences 
■ Engage with stakeholder audiences for continued involvement and input (consumers and providers)
■ Track metrics and identify opportunities to adjust strategy and resources i.e. process improvement
■ Identify opportunities to streamline efforts / for collaboration across public and private partners

○ October start to guide full launch & continue work on additional items for action (ex. infographic of delivery system)



Questions?
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