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Evolution of Teleservices in 2020
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Teleservices = Using Technology for…

Treatment

Supervision & Monitoring
Training





Zoom conference calls in 2019



Zoom guest appearances in 2020



Virtual self-care for you and your staff



Center for Court Innovation courtinnovation.org

To make video calls less exhausting, 

try using a few research-based tips:

▪ Avoid multitasking 

▪ Build in breaks

▪ Reduce onscreen stimuli

▪ Make virtual social events opt-in

▪ Switch to phone calls or email 

▪ For external calls, avoid defaulting to 

video, especially if you don’t know 

each other well. 

Harvard Business Review, 2020

How to Combat Zoom fatigue



Back to the basics 



Technology should 
be humane first

Technology should 
be inclusive

Technology should 
be implemented 

with true consent 

Problems should 
drive technology

Less is more

10 Principles for Humane Justice Technology



Technology 
should be 

sustainable

Work with 
vendors with a 
common vision

Start small

Know what 
technology does 
and doesn’t do 

Be prepared to 
pivot 

10 Principles for Humane Justice Technology



EVALUATE the need for 
teleservices in the three 

key areas 

CHOOSE interventions 
and services that can be 

offered remotely

ASSESS technology 
needed to implement 

the project

CALCULATE the cost of 
implementing the 

project

BUILD necessary 
partnerships and 

identify funding sources

IDENTIFY end users of 
the technology and 
assess their training 

needs

SELECT locations where 
users will access the 

technology

EXPLORE and ADDRESS
any regulatory barriers

Process



Treatment Court Operations: Staying Connected



Remote court 
operations

In alignment with state and local 
directives, use technology for:

• Remote court appearances

• Individual clinical check ins

• Staffing participation with 
treatment providers

• Interventions

• Screening/assessment to 
treatment

• Monitoring/compliance

• Connection with peers/alumni

• Part of aftercare plan



Long-term planning

- Use screening tools to assess 
appropriateness

- Create written protocols for all remote 
procedures

- Consent

- Expectations

- Guidebook/instructions for participants

- Engage more frequently, incentivize 

- Look for opportunities for funding to 
provide technology for participants, 
where needed



Stay connected: 
Expectations & Communication

• Be patient and flexible with clients as they adjust

• Basic needs and safety > strict compliance monitoring

• Clients may experience recovery setbacks 

• Clients may experience heightened anxiety, PTSD

• Clients may re-connect with old, unsafe relationships 

• Clients may suddenly feel apathetic about their 
recovery, depressed, or lonely

This is an opportunity for drug court staff to find new ways 
to strengthen their therapeutic alliances with clients. 
Keeping the lines of communication open is essential.



Stay Connected:
Measuring success

Without UA verification, or 

in-person interactions, how do we 

measure recovery, program success 

and/or compliance?

• Adapt or re-define our metrics

• Leverage our therapeutic skills instincts 

• Be clear and consistent 



Virtual Reporting

• Scheduled phone or video calls

• Meeting attendance verifications

• Emailed worksheets /assignments 

• Weekly reporting summaries

• Contingency Management 
checklist

• App-based confirmations

• GPS monitoring pings



MOUD guidance in 
2020

Key regulations governing opioid agonist 
therapies have been loosened in 2020 by the 
Substance Abuse and Mental Health Services 
Administration and the Drug Enforcement 
Agency. 

https://www.courtinnovation.org/publications/substance-use-
regulations-covid

https://www.courtinnovation.org/publications/substance-use-regulations-covid


Taking Action in the Field 



Creative innovations in problem solving courts



Transitioning to teleservices

Expanding access to technology 

Enhancing recovery supports virtually 

Adjusting drug testing 

Reimagining incentives and sanctions 

Themes emerged 



Georgia

- The total number of treatment hours remained consistent with 
the previous in-person schedule. 

- Accountability court judges recorded motivational videos for 
participants.

- The courts partnered with the local recovery community 
organization to establish daily online support meetings.

- Social media challenges focusing on gratitude and self-care 
practices 

- Collaboration with a local nonprofit provided participants in 
need with necessity items.

- Treatment Services developed a new policy and procedure 
manual for all teleservices..



Washington

- Stayed connected remotely with 
participants, via team briefings three 
times a week, daily recovery meetings, 
group sessions for mindfulness 
meditation, twelve-step study, grief 
support, women’s support, and mental 
health and wellbeing sessions

- Conducted virtual town halls

- Graduations 

- Partnered with Path with Art, a local 
nonprofit that provided tablets to low-
income participants so they could 
engage in online art classes. 



Minnesota 

- Mental Health Court in St. Louis County, 

Minnesota hosted virtual “craft and 

snack” sessions with participants, alumni, 

and court team members. 

- Team purchased individualized and pre-

packaged snacks and supplies for the 

sessions, and probation officers delivered 

them to participants at home. 

- Boosted morale and reduced some of the 

loneliness and isolation.



Tennessee

- Drive-through court sessions and 

graduation ceremonies.

- One participant in a rural community even 

rode his horse to court. 

- Participants received free coffee 

vouchers, masks, and food delivery for 

attending.

- Drive-through courts allowed connection 

with participants in a deeper and more 

meaningful way than regular court 

sessions, as most participants had family 

members and pets in their cars with them. 



Case Study: Montana



Montana’s use of teleservices over the years

• Videoconferencing technology in 
courthouses around the state  

• Court proceedings, assessments, 
and one-on-one sessions via video 
conference

• CBT4CBT

• Remote MAT

• Supervision via SCRAM and 
BACtrack

• Use of online recovery support, i.e., 
AAonline.net

• Text messaging protocol via “I Live 
Inspired”



Teleservice 
Strategic Plan  

Background 

Methodology 

Findings and Recommendations for 
improving statewide access to teleservices

Next Steps 



Goals established

• Develop standards for the remote delivery of evidence-based treatment 
for treatment providers across the state and a process to monitor 
adherence 

• Develop statewide teleservices policies and procedures for courts

• Enhance IT and Technical support with a single point of contact for 
treatment across the state 

• Develop a marketing strategy to educate practitioners in Montana about 
the use of teleservices in treatment courts.

• Establish additional hub treatment courts in Montana.

• Measure and evaluate outcomes and effectiveness for teleservices 
participants.



Benefits and drawbacks



Benefits we know

Provides a broader client 
reach

Overcomes treatment 
barriers 

Expands the arsenal of 
available services and 

specialties

Can alleviate strain on 
provider caseloads

Saves travel time and 
money

Can be used as an 
incentive and phase 

advancement

Not a replacement for 
current 

practices/interventions; 
rather an enhancer for 

service gaps



Technology Transfer Centers survey funded by SAMHSA

Anticipated Use in the Future



SUD and Telemedicine: Opportunity and Concern for the Future 
Mubeen Shakir, MD, MPP, MSc and Sarah Wakeman, MD / Department of Medicine, Massachusetts General Hospital, Boston, MA

Society of General Internal Medicine

Prior to March, nearly 13,000 Medicare beneficiaries received telemedicine care each week; in the last 
week of April alone nearly 2 million patients received telemedicine services, including SUD services.

Disparities for types of MOUD 

Remember: any improvement of access to care that comes with telemedicine, and particularly access to 
MOUD, should be viewed as positive. However, we must ensure that this shift does not exacerbate 
racism and structural inequality that already plagues our system. 

Patients need safe and secure access to telehealth. If we find an increasing need for telemedicine for the 
safety of the public, we must find a way to care for our most marginalized patients through providing 
phones and paying for phone bills or Wi-Fi.

Systems of care must be designed with input, involvement, and guidance from the patients we serve. 





Participant feedback



Pros 

• I couldn’t have engaged in person before; 
it takes the bus 2 hours to get there

• Being able to video from my home 
means I can be with my family more 

• It’s great to not spend so much time 
commuting 

• Email is impersonal, but now with video I 
still feel like I’m connecting directly with 
you

• I like the options, video isn’t for me, but 
being able to use call and messaging is 
important

• Having flexible appointments means 
everything. I work 12-hour shifts 

Robert D. Ashford, PhD, MSW, Exec Director @UnityRCO | VP Recovery Services @weconnect_now,  Founder @myrecoverylink

https://twitter.com/UnityRCO
https://twitter.com/weconnect_now
https://twitter.com/myrecoverylink


Cons

• Sometimes I feel like I’m competing for 
attention with all the things on the screen

• I feel like I’m missing out on community 
sometimes. It’s great to connect, but I want 
to see people in person

• Sometimes I run out data and it can be tough 

• The internet company in my area doesn’t 
offer enough speed for a price I can afford

• How do I know I can trust someone I’ve 
never met 

Robert D. Ashford, PhD, MSW, Exec Director @UnityRCO | VP Recovery Services @weconnect_now,  Founder @myrecoverylink

https://twitter.com/UnityRCO
https://twitter.com/weconnect_now
https://twitter.com/myrecoverylink


Where do we go from here 

• Funding/sustainability

• Training and Technical Assistance 

• Build the internal infrastructure needed to provide 
teleservices seamlessly to communities 

• Long-term planning 

• National surveys on virtual operations/services



Virtual supports



Stay connected: 
Supports for SUD

▪ Alcoholics Anonymous Online Intergroup: 

(http://aa-intergroup.org/) 

▪ LifeRing: secular recovery providing online support 

communities as well as email support groups 

(www.lifering.org) 

▪ In the Rooms: offer a sober online community with 

online meetings (https://www.intherooms.com/) 

▪ National Harm Reduction Coalition: option for 
finding Naloxone near you 
(https://harmreduction.org/)  

▪ Narcotics Anonymous: (https://virtual-na.org/) 

▪ Recovery Link: Array of resources from daily 

recovery meetings, physical activities, meditations, 

and more (https://myrecoverylink.com/digital-

recovery-meetings/) 

http://aa-intergroup.org/
http://www.lifering.org/
https://www.intherooms.com/
https://harmreduction.org/
https://myrecoverylink.com/digital-recovery-meetings/


Stay connected: 
Supports for SUD

▪ Step Away iPhone app: guides users through 
cravings and high-risk situations 
(http://stepaway.biz/)

▪ SMART Recovery: in-person and online meetings 
(http://www.smartrecovery.org/)

▪ Centerstone Military Services: online classes and 
support groups for veterans 
(https://centerstone.org/locations/military-
services/)

• WeConnect + Unity Recovery: Offering online 
recovery support groups available times daily. Also 
offering one daily family and loved one recovery 
support meeting; and a weekly LGBTQ+ and 
Women’s Only (https://unityrecovery.org/digital-
recovery-meetings)

http://stepaway.biz/
http://www.smartrecovery.org/
https://centerstone.org/locations/military-services/
https://unityrecovery.org/digital-recovery-meetings


Stay connected: 
Family Support

▪ Partnership for drug free America: offer support for parents struggling 
with a child’s substance use (https://drugfree.org/) 

▪ Families Anonymous: individuals dealing with a family members 
addiction - email groups, online meetings and phone meetings 
(https://www.familiesanonymous.org/meetings/virtual-meetings/) 

▪ Herren Project: spousal, family, grief, parent and recovery group 
meetings (https://herrenproject.org/online-support-groups/#) 

▪ TheTribe: Wellness and support groups on addiction, anxiety, depression, 
HIV/AIDS, LGBTQ, Marriage and Family as well as OCD
(https://support.therapytribe.com/#show-login) 

Podcasts for families:

▪ Center for Motivation and Change: The Beyond Addiction Show (with 
Dr.Josh King)

▪ Hazelden Betty Ford- Let’s Talk: Addiction and Recovery Podcasts (with 
William Cope Moyers)

https://drugfree.org/
https://www.familiesanonymous.org/meetings/virtual-meetings/
https://herrenproject.org/online-support-groups/
https://support.therapytribe.com/#show-login
https://motivationandchange.com/the-beyond-addiction-show/
https://www.hazeldenbettyford.org/professionals/resources/podcasts/


Stay connected: 
Domestic Violence

▪ Victim Connect Resource Center referral helpline where 

crime victims can learn about their rights and options 

confidentially and compassionately. Traditional 

telephone-based helpline, online chat and web-based 

information and service (https://victimconnect.org/)

▪ National Domestic Violence Hotline: 1-800-799-SAFE 

(7233) or live online chat (https://www.thehotline.org/)

▪ Stop Abuse for Everyone (SAFE) 

(https://www.stopabuseforeveryone.org/finding-

help/visit-our-online-support-group.html)

▪ Love is Respect: this resource focuses on teen 

relationships and can be accessed by phone, text or live 

chat (https://www.loveisrespect.org/)

https://victimconnect.org/
https://www.thehotline.org/
https://www.stopabuseforeveryone.org/finding-help/visit-our-online-support-group.html
https://www.loveisrespect.org/


Stay connected: 
Teen resources

▪ TeenTribe: Teen mental health and those dealing with difficult 
family dynamics - support groups, forum and chat rooms 
(https://support.therapytribe.com/teen-support-group/)

▪ Dealing with Depression: website is meant for teens who have been 
coping with depressed mood. This resource teaches a set of skills 
that teens can apply to their own life to overcome depression. 
(https://dwdonline.ca/) 

▪ The Trevor Project accredited life-saving, life-affirming programs 
and services to LGBTQ youth that create safe, accepting and 
inclusive environments over the phone, online and through text 
(https://www.thetrevorproject.org/)

▪ On Your Mind: peer supported teen crisis chat Mon-Thurs 7:30pm-
12:30am. Hotline is 24 hours (www.onyourmind.net) 

https://support.therapytribe.com/teen-support-group/
https://dwdonline.ca/
https://www.thetrevorproject.org/
http://www.onyourmind.net/
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