An Overview of 2NDFLOOR® Youth Helpline

Since 2003, 2NDFLOOR has provided a youth helpline that offers an open entry point, regardless of topic, to children and young adults ages 10-19 through a dedicated call center and interactive website. The success of the program has been driven by extensive local promotion and collaborative interaction with school administrators and other community resources.180 Turning Lives Around, Inc., a private nonprofit organization, designed, built, and secured private funding for 2NDFLOOR to address the broad and complex challenges facing our youth including substance abuse, sexuality, peer/family relationships, and violence. In less than five years, 2NDFLOOR has grown to where it is fielding approximately 60,000 annual calls/web hits in just three NJ counties. Effective September 1, 2008, 2NDFLOOR expanded its service to youth ages 10–24, its operational hours to 24 hours a day everyday and its reach to all 21 New Jersey counties.

2NDFLOOR represents a bridge to better communications for all youth, regardless of the topic, to have their questions answered in a safe, non-judgmental manner by professionals and highly trained volunteers.  We provide confidentiality and anonymity to callers, except in life-threatening situations or in circumstances involving child abuse. In addition, with the approval of the caller, we work collaboratively with family members, friends, the school system and other community resources to provide referrals and follow-up. 2NDFLOOR’s Youth Advisory Council members, comprised of teens from various school districts serve as peer leaders, promote 2NDFLOOR services in their schools and communities, and provide staff with insight on issues affecting today’s youth.  Our overall approach at 2NDFLOOR is data intensive and requires measurement and monitoring of numerous aspects of the program including the number of calls, types of interactions, what time of day they are made, their frequency, duration, and ultimate resolution.  
Filling a Need in Our Community

The overall goal of the 2NDFLOOR youth helpline is to promote healthy youth development by providing immediate interactive, respectful professional helpline services with linkage to information and services that address the social and health needs of youth.  A review of hotlines and help lines in New Jersey shows some specialized hotlines (suicide, eating disorders, substance abuse, domestic violence, etc.) and some county hotlines. Most refer callers to a community-based resource to be called during regular business hours. A statewide review found none that are: (1) interactive with a professional counselor, (2) universal in scope, and/or (3) designed specifically for teens and young adults. In light of these findings, 180 intends to meet this unmet need by providing a single, universal, toll-free, confidential and anonymous interactive helpline for New Jersey’s youth population. A TTY phone line has been implemented to support New Jersey youth who are hearing impaired; the 2NDFLOOR youth helpline will continue to utilize the AT&T Language Line to serve callers who do not speak English.  

Professional Staff and Trained Volunteers
2NDFLOOR provides coverage by professional staff and by a dedicated group of trained volunteers.  2NDFLOOR has structured policies and protocols in place to screen and assist callers, perform risk assessments, track data, and provide follow-up. Every person who answers the helpline follows professional and ethical standards for child abuse reporting and for responding to life threatening situations. Counselors are proficiently trained on current issues concerning youth, crisis intervention practices, local resource and referral information, and how to provide culturally sensitive, age-appropriate counseling and feedback. Counselors are also skilled in “motivational interviewing techniques,” which empower callers to articulate their options and make informed decisions. The counselors also utilize role-play and other methods designed to help callers recognize behaviors they need to address – whether in themselves or in others.   

Training for volunteers consists of a 40-hour program – a ten (10) hour eLearning course, ten (10) hours of classroom training and the remaining twenty (20) hours are spent “shadowing”. 2NDFLOOR staff volunteers “listen-in” on calls and practice giving appropriate responses.  All volunteers complete a mandatory criminal background check prior to being approved as a helpline volunteer.

2NDFLOOR - The “Anything, Anytime, Anywhere” Youth Helpline 

Effective September 1, 2008, 2NDFLOOR expanded its operation to support youth ages 10 to 24 in all 21 New Jersey counties 24 hours a day, 7 days a week. 

For further information on this growing program please contact:

Nicole Romaine or MB Villa
 (732)264-4111
