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Today’s Training

» The Importance of a Structured 
Onboarding Tool

» The Onboarding and Training Checklist
» Training and Shadowing Checkpoints
» The Encounter Workflow
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Why an Onboarding Tool Is Valuable

Promotes 
Retention

Helps new hires 
feel supported 
and engaged

Ensures 
Consistency

Standardizes 
training for all 

team members
Builds 

Confidence

Establishes clear 
expectations and 

structured learning

Supports 
Long-Term 
Success

Encourages 
continuous learning 

and growth

Enhances 
Team 

Efficiency

Reduces onboarding 
time and improves 

performance
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The Onboarding 
Checklist
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Onboarding Checklist
Ensures training 

consistency

Provides structured a 
learning experience

Allows for reviewing 
cases and real-life 

scenarios for discussion 
and learning

Enhances decision-making 
and critical thinking

Sets 30- and 60-day 
benchmarks for success

Clear goals for confidence 
and competency

Supports a smooth 
transition

Reduces anxiety and 
helps new hires feel 

prepared and supported
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D

Team 
Member 

Information
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Prior to Start Date

Pro Tip: 
This is an opportunity to stay in contact with new team 

members. Some agencies have a prolonged and extensive 

background check process, which can leave new hires unsure 

of where they stand in the team integration process. Engaging 

them by continually checking in and answering questions 

helps establish rapport, decrease anxiety, and reduce the 

possibility that they will accept another offer before the 

background check is complete.
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The First Day

Pro Tip: 
There is a lot of information to learn and many 

questions to ask during the first few days of a 

new job. Ensuring that team members feel 

comfortable, know where to go for support, 

have direction, and understand what the 

coming weeks entail allows them to feel 

confident, excited, and eager for this new 

chapter.
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Supportive Supervision

Best Practices for Supportive Supervision
» Holding regular supervision meetings and 

mentoring
» Encouraging reflective practice and 

providing constructive feedback
» Conducting crisis debriefing and offering 

support
» Helping team members discover their 

“why”
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Supervision Meeting

Pro Tip: 
This is an opportunity to get to know your new team members, 

find out about their “why,” align it with the program goals and 

expectations, and build a collaborative relationship. Use regular 

supervision to further enhance team culture, openness, 

feedback, communication, and development. Creating an open 

and safe space for team members to ask questions, gain clarity, 

and understand dynamics ensures feelings of belonging, 

growth, and purpose within the team and the community.
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Training Roles and a Positive 
Team Environment
Training Roles:
» Supervisor: Oversees crisis, clinical, and 

onboarding training
» Training officer/specialist: Mentors, oversees 

one-on-one training, shadows, and documents 
progress

Instilling a Positive Team Environment:
» Foster open communication
» Encourage teamwork and collaboration
» Recognize and celebrate successes
» Promote self-care and inclusivity
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30-Day Training Plan — Office

Pro Tip: 
Follow-up is necessary after new members watch 

the training modules through conversations during 

individual supervision, group supervision, and team 

meetings. Ask open-ended, thought-provoking 

questions to elicit discussion around core crisis-

related topics and engagement with individuals, 

families, and the community. An effective crisis 

team is built on continual learning, engagement, 

and skill development through feedback and 

supervision.
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30-Day Training Plan — Field

Pro Tip: 
Follow crisis calls with a discussion to assess 

what team members heard, the interventions 

used, what worked well, and what could have 

been improved. This allows supervisors to 

gauge knowledge and critical thinking skills 

and allows for team members to ask 

questions in a safe learning environment.
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60-Day Training Plan — Office

Pro Tip: 
Sixty days into the onboarding process, team members should 

have a solid understanding of their role, company policies, and 

daily responsibilities. They should be gaining confidence in 

applying their skills, working more independently, and integrating 

into the team. While they may still be refining certain tasks, they 

should be actively contributing to projects and seeking feedback 

for continuous improvement. Shadowing roles may be reversed 

at this point, having the training officer shadow the work of the 

onboarding team members, offering feedback and tips.
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60-Day Training Plan — Field

Pro Tip: 
At this juncture, new team members should 

be leading calls and forming relationships 

with community partners. Allowing them to 

collaborate with colleagues and stakeholders 

fosters a sense of belonging and purpose 

within the organization.
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Encouraging Self-Care

Learning about self-care early in the 
onboarding process helps new team members 
develop healthy coping strategies, manage 
stress effectively, and build long-term resilience 
in crisis intervention work.

» Prevents burnout

» Enhances performance

» Encourages work-life balance

» Promotes emotional resilience

» Fosters a healthy team culture
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Self-Care

Pro Tip: 
Crisis response is challenging, and both emotionally and 

physically draining. Continual monitoring and reminders 

for team members to prioritize their self-care and well-

being are paramount to team success. Create an 

environment of support and celebration, and find ways 

to honor team members and their life-saving work. 

Encourage and role-model work-life balance to keep 

burnout at bay.
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D

Training Feedback

Regularly gathering feedback from staff about the training 
process ensures onboarding remains effective, 
addresses real challenges, and continuously evolves to 
meet the needs of new team members.

» Improves training effectiveness: Staff insights help refine 
and enhance onboarding.

» Identifies gaps and challenges: Ensures training covers 
all necessary skills and knowledge.

» Encourages continuous improvement: Adapting based 
on feedback leads to a stronger program.

» Fosters open communication: Demonstrates that 
leadership values team input.

» Enhances staff engagement: Involving team members in 
the process boosts morale and retention.
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Training Feedback

Pro Tip: 
Receiving training feedback from new team members who 

complete an onboarding plan is crucial for identifying gaps 

in the training process and improving future onboarding 

experiences. Their fresh perspectives provide valuable 

insights into the clarity, effectiveness, and relevance of the 

training materials. This feedback helps organizations 

refine their approach, ensuring new team members feel 

supported, engaged, and well-prepared for their roles.
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Ensuring Competency in 
Crisis Intervention

Individualized Training Plans   
Tailored learning to address skill gaps

Long-Term Growth and Retention
Encourages career development and engagement

Ongoing Skill Evaluation
Regular assessments through case 

reviews and observation

Improves Team Efficiency
Reduces onboarding time and 

increases readiness

21



Triage/Phone Expectations

Pro Tip: 
Receiving objective feedback from an expectations review 

helps new team members clearly understand their progress 

and areas for improvement. It reinforces job expectations, 

ensures alignment with agency standards, and builds 

confidence in meeting role requirements. For trainers, this 

feedback highlights specific areas where additional support or 

training may be needed, allowing them to refine their approach 

and enhance future onboarding experiences. This structured 

evaluation fosters a more effective learning process, leading to 

better-prepared and more engaged team members.
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Field Response Expectations

Pro Tip: 
Reviewing expectations for new team members is vital 

and also supports ongoing professional development 

of experienced team members. Quality checks help 

experienced team members stay aligned with evolving 

standards and processes, ensuring consistency across 

the team. Additionally, participating in training and 

review processes can offer fresh perspectives and 

encourage continuous learning.
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De-Escalation Expectations

Pro Tip: 
Regular reviews of expectations help build leadership from 

within by encouraging experienced team members to take 

on mentorship and coaching roles. By guiding new team 

members, seasoned team members develop essential 

leadership skills such as communication, problem-solving, 

and accountability. This process fosters a culture of growth 

and development, creating a strong pipeline of future 

leaders who understand the organization’s values and 

expectations firsthand.
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Clinical Expectations

Pro Tip: 
Promoting a culture of continuous improvement by 

encouraging both new and experienced team members to 

reflect on their performance and seek growth opportunities 

is another key benefit of regular reviews. This ongoing 

feedback process helps identify strengths and areas for 

development, leading to higher overall job satisfaction, 

better teamwork, and increased efficiency across the 

organization.
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Encounter Workflow

Ensures 
Consistency

Improves 
Decision-
Making

Enhances 
Team 

Coordination

Provides 
Improved 
Engagement 
Experiences
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The Encounter Workflow

Click to Add Title

This visual highlights the workflow of how 
calls are processed and how decisions are 
made. Following a standard approach 
provides clarity and consistency in 
operations. It helps staff quickly understand 
the steps involved, reducing errors and 
improving efficiency. A well-structured 
workflow also enhances decision-making by 
offering a clear framework for handling 
different scenarios, ensuring uniform 
responses and better customer service. 
Additionally, it serves as a valuable training 
tool for new employees and helps them 
grasp processes faster while allowing 
experienced staff identify areas for 
improvement.
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A strong onboarding process 
sets the foundation for a 
cohesive, confident, and 
competent crisis team—

empowering new members to 
provide effective support 
while feeling supported 

themselves.
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Thank You
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