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Learning Objectives
• Become familiar with the National Runaway Safeline’s services and resources 

available for youth, families, and youth-serving organizations;

• Understand how the 2020 Crisis Services & Prevention Data informs crisis services 
and support to young people, as well as prevention strategies; and

• Learn how to use digital platforms to enhance visibility, outreach and 
engagement amongst young people, focusing on:

• Audience
• Platforms
• Impact



National Runaway Safeline (NRS)

• The National Runaway Safeline is the federally-supported national 
communication system for youth in crisis, runaway, and homeless youth. 

• Our mission is to keep America’s runaway, homeless and at-risk youth safe and off 
the streets. 

• Each year, NRS makes over 125,000 connections to offer help through hotline, 
online and offline resources. 



NRS Services
1-800-RUNAWAY: 

• Trauma-informed, solution-focused 
crisis intervention

• Information and referrals
• Message Service
• Conference calls
• Home Free family reunification and 

transportation program

1800RUNAWAY.org: 
• Interactive live chat
• Crisis forum and email
• Text “HELP” to 66008
• Free educational and 

promotional materials



http://www.1800runaway.org/


2020 Crisis Services & Prevention Report
• Provides a snapshot of the individuals who reached out to NRS, via 

demographics, reasons for reaching out, and method of outreach.

• Considers self-reported data from contacts to better understand who 
reaches out to NRS, why they reach out, and how we can better serve 
youth and families in the future 

• Voluntary nature of data also results in different number of contacts (N) 
who respond to each question

• 2020 report specifically includes a section on the impact of COVID-19 
based on collected data

• Available on our website: www.1800runaway.org/media-center/media-
contacts-and-materials

http://www.1800runaway.org/media-center/media-contacts-and-materials


Poll Question – 2020 Crisis Services Contacts
What is the most common age range of those reaching out to the National
Runaway Safeline?

a) Under 12
b) 12 – 14
c) 15 – 17
d) 18 – 21
e) Adults

23,926 
Contacts



Poll Question – 2020 Crisis Services Contacts
People identifying as what gender reach out to the National Runaway Safeline
most often?

a) Female
b) Male
c) Transgender/Non-binary

20,043 
Contacts



2020 Crisis Services Contacts



2020 Crisis Services Contacts



The Impact of COVID-19
• Limited to no availability of shelter resources;

• Limited to no access to transportation for safe housing and shelter;

• Heightened anxiety and limited access to support systems at schools, 
drop-in centers, case management, and other resources; and

• Confined to home or in current living arrangement with abusers or other 
potentially unsafe living situations.



2020 Crisis Contacts



Data indicating the impact of COVID-19
• Contacts skewed younger 

• Under age 15: 3,500 contacts in 2019 / 5,353 contacts in 2020 (up 53%) 
• Under age 12: 284 contacts in 2019 / 619 contacts in 2020

• Digital services becoming increasingly popular
• Chat service: 16,361 contacts in 2019 / 18,956 contacts in 2020 (up 16%)

• Reasons for reaching out
• Family dynamics: represented 57% of contacts in 2019 / 88% of contacts in 2020
• Mental health: 4,690 contacts in 2019 / 6,099 contacts in 2020 (up 30%)

• Reaching out from home
• 10,986 contacts in 2019 / 13,925 contacts in 2020 (up 27%)

• Challenge finding local resources
• NRS made 500 more referrals to local resources in 2020 than in 2019



Building an Effective Response
• Integrated & updated technology, allowing NRS staff to work fully remote 

while maintaining fully operational 24/7 crisis services.

• Expanded & updated resource referral database for youth and families in 
need – with a state-by-state focus on critical services with a particular 
focus on housing, transportation & mental health services and other.

• New wellness initiatives to support the physical & mental health of NRS 
crisis services team members.

• Increased direct outreach to youth through website and social media.



Poll Question – Outreach to Youth
Where do you see the greatest potential to increase engagement with the youth
your organization serves?

a) Physical promotional materials (brochures, etc.)
b) Digital outreach (social media, etc.)
c) Street outreach (person-to-person)



Poll Question – Outreach to Youth
Does your organization currently have a digital outreach plan that specifically
targets youth?

a) Yes
b) No

Notable in the data: the power and popularity of digital services and engagement.



Direct Outreach to Youth

• Social media campaign targeting young people who 
may need NRS’ services now or in the future.

• Initially partnered with a marketing agency to develop 
initial campaign (Dec. 2020 – Jan. 2021)

• Campaign messaging, design, administration
• Branding refresh: applied to all NRS digital assets



Let’s Step Forward Together

https://www.1800runaway.org/stepforward



Let’s Step Forward Together



1800runaway.org/stepforward



Spanish Translations

https://www.1800runaway.org/caminemos



1800runaway.org/caminemos



Media Results (Dec. 2020 – Jan. 2021)

• Campaign focus:
• Platforms: Facebook/Instagram and Snapchat
• Demographics: 15-21 year olds; all gender identities
• Geography: Chicago, NY, LA, Seattle, Miami, Houston, Dakotas

• Reach:
• Impressions: over 20 million; Clicks: over 117,000
• Snapchat far more impactful than Facebook/Instagram



Back-to-School Campaign (Aug. – Sept. 2021)
• Build off December 2020 campaign to run internally:

• Add TikTok, YouTube

• Build out additional ads and messages based on effective social media 
messaging over past six months, time of year

• Subscription to online service to track effectiveness of campaign across 
various platforms (Keyhole)

• Adjust campaign throughout based on weekly results while carefully 
monitoring budgets



Back-to-School Campaign Goals

• Reach: 3 million impressions / 90,000 clicks (across all 
platforms)

• Primary target audience: 
• 15-17 year olds (represents nearly 50% of contacts in 2020)
• Underserved audiences
• Target cities/states: Atlanta, LA, Chicago, Detroit, Las Vegas, NY 

and Florida



Let’s Step Forward Together 



Let’s Step Forward Together 



Back-to-School Campaign Results

• Reach: 4.64 million impressions / 29,330 clicks (across all 
platforms)

• Most effective platform: TikTok
• 1.15 million impressions / 18,473 clicks

• Effectively targeted:
• 15-17 year olds (represents nearly 50% of contacts in 2020)
• States with highest impression counts reflected targeting based 

on locations with highest number of crisis contacts (CA, TX, GA, 
FL, IL, NY)

• Cities (YouTube) showed similar effectiveness (NYC, LA, Houston, Chicago, 
Dallas)



Strategies to Develop YOUR Digital Outreach

• Meet youth where they are: platforms that may be less 
comfortable and familiar to many of us!

• Impressions vs. Click rates are challenging! 
• New Year: 0.59% click rate
• Back-to-School: 0.63% click rate

• Monitor budgets and platform results, and don’t be afraid 
to modify (New Orleans example)



Strategies to Develop YOUR Digital Outreach

• Engage young people in messaging

• Use data to inform expectations and goals

• Don’t expect immediate results: 
• Requires engaging over time to grow “popularity”
• Young people may not need you right when they see ads



Join us on social media!
• Follow the National Runaway Safeline across digital platforms 

(@1800RUNAWAY)
• Steal from us! Retweet/share/like messages with your network.
• Tell us about your key activities and events for us to share with our 

network.





Contact Information

Jeff Stern
Chief Engagement Officer
jstern@1800runaway.org
773-289-1732

Maria Taylor
Prevention & Youth 
Engagement Coordinator
mtaylor@1800runaway.org
412-877-6774 

mailto:sfrankel@1800runaway.org
mailto:sfrankel@1800runaway.org


Thank You!
Please complete the evaluation for this session.

Click on the link in the Chat, then select:

Day Two
Workshop

The Impact of COVID-19 on At-Risk Youth Engagement


	Slide Number 1
	Slide Number 2
	Learning Objectives
	National Runaway Safeline (NRS)
	NRS Services
	Slide Number 6
	2020 Crisis Services & Prevention Report
	Poll Question – 2020 Crisis Services Contacts
	Poll Question – 2020 Crisis Services Contacts
	2020 Crisis Services Contacts
	2020 Crisis Services Contacts
	The Impact of COVID-19
	2020 Crisis Contacts
	Data indicating the impact of COVID-19
	Building an Effective Response
	Poll Question – Outreach to Youth
	Poll Question – Outreach to Youth
	Direct Outreach to Youth
	Let’s Step Forward Together
	Let’s Step Forward Together
	Slide Number 21
	Spanish Translations
	1800runaway.org/caminemos
	Media Results (Dec. 2020 – Jan. 2021)
	Back-to-School Campaign (Aug. – Sept. 2021)
	Back-to-School Campaign Goals
	Let’s Step Forward Together 
	Let’s Step Forward Together 
	Back-to-School Campaign Results
	Strategies to Develop YOUR Digital Outreach
	Strategies to Develop YOUR Digital Outreach
	Join us on social media!
	Slide Number 33
	Contact Information
	�Thank You!

