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211, HOw CAN I HElp yOu?
My name is Jane. I have three children and my husband lost his job a few months 
ago. We have been struggling ever since. I’m calling today because I received a 
disconnection notice for my hydro. Can you help me?

I’m calling you today because I heard you can help connect me to free income tax 
clinics in my area?

I need to renew my health card and driver’s license. Am I calling the right place?

My wife and I are planning a family trip. Would you happen to know the location of 
the nearest travel vaccination clinic?

My elderly mother can no longer live alone and I’m looking for alternative options to 
help her out. She has been diagnosed with dementia and would need 24/7 supervision 
and care. We do not live in the area, so it is hard for us to know all the steps we should 
take. Do you have any idea where we could start?

I have a two year old son and my boyfriend has been violent with both of us for a 
while. I thought that having the baby would make him stop, but it just worsened.  
I should have left a long time ago but I didn’t... He is at work right now so I think that 
this is the best time to leave. What should I do? Can anyone help me?

My sister has just arrived to Canada and would like to register for English as a 
Second Language classes. Where can she register?

My family doctor retired, but the clinic isn’t replacing him. Where can I find 
a new doctor?

My daughter is starting school and I can’t afford all the required items on the 
supply list. Do you know where I can get help?
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SERvING EASTERN REGION

wHAT IS 211?
211 is an easy-to-remember, three-digit, non-emergency telephone number that connects callers to a full range of 
community, social, government and health service information in Eastern Ontario. Bilingual and certified information and 
referral specialists answer 211 calls 24 hours a day, seven days a week. 211 is free, confidential and multilingual  
(150 languages). The information is also available online at www.211ontario.ca.

The service was first introduced into Ottawa in 2008, Kingston Frontenac Lennox & Addington in 2010 and Renfrew County, 
United Counties of Leeds & Grenville, United Counties of Stomornt Dundas & Glengarry, Lanark County, Hastings and Prince 
Edward County and United Counties of Prescott-Russell throughout 2011. These incremental expansions across Eastern 
Ontario were completed with strong support from the United Ways of numerous communities and municipalities.

Since the initial launch of 211 in Eastern Region in 2008, 211 has answered over 249,000 calls coming from communities 
across Eastern Ontario. 

This Caller Needs, Trends & Community 
Impact Report demonstrates the community 
impact of 211 in Eastern Region by looking 
at community involvement, caller needs and 
trends.

2008 2009 2010 2011 2012 2013

6,681

30,423

41,817

53,323

62,260

54,684

KINGSTON

OTTAWA
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COmmuNITy ImpACT ANd 
RElATIONSHIpS
2013 marked the 5th year anniversary for 211 serving Eastern region. We highlighted this event with a successful 
communications campaign and an anniversary event in November 2013.

We recognize that, in order to effectively support our community, we must be well integrated within the community, 
social and health sector. We value community relationships and have participated in communities across Eastern Ontario 
in a number of ways.

We have also been working with a number of municipalities across the region to improve awareness of the 211 
service with their residents. This has been mostly accomplished through the support of client service centers, municipal 
councillors and social services departments.

We have participated in the following community initiatives:
n Champlain Community Transportation Collaborative
n Ontario Network for the Prevention of Elder Abuse – Champlain Region
n Caring and Sharing and Toy Mountain
n Connecting Ottawa
n Kingston Newcomers’ Portal
n KFL&A Where to Turn Map, Kingston Poverty Reduction Committee
n Mapping for Success by 6/Best Start Initiative
n Access to Falls Prevention and Exercise Classes in Renfrew County
n Every Kid Project – Leeds & Grenville
n Health Emergency Plan for Priority Populations (Ottawa Public Health)
n Baby Express and Breastfeeding Support Clinics (Ottawa Public Health)
n 211 Role in Emergency Response and Recovery 
n 211 Working with Victims and First Responders

211 has participated in more than 40 events and has reached out to over 2,400 people!

n Health & Emergency Preparedness Forum
n Launch of 211 Outaouais
n The Mills Senior Support Expo
n Coalition pour prévenir l’itinérance chez 
 les francophones d’Ottawa 

n Council on Aging Lunch & Learn
n OPP Seniors Symposium
n Eastern Ontario Health Unit
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4,274

3,642

4,904
5,116

4,674
4,943

4,716
4,218 4,255 4,131 4,373

5,438

CAllER NEEdS, TRENdS ANd 
OuTCOmES 
The purpose of 211 is to provide an easy to remember, central point of access to a complex human services system. 
We have a unique opportunity to assess community needs according to the types of calls handled by our information & 
referral counsellors.  

The Caller Needs and Trends Report presents a picture of our communities, tells a story about our caller experience, and 
helps to identify the gaps in services.

2013 was a busy year for 211 Eastern region! In total, 54,684 calls were received.

CAll TRENdS:
We typically see increases in the number of calls during specific periods through the year. Many callers are concerned 
with issues revelant to the season, such as the search for Christmas programs in November and December and free 
income tax clinics in March and April. 

During these weeks, clients are looking for resources that normally require registration. The programs also tend to fill 
up quickly. In order to ensure accurate and timely information, we must work very closely with community partners to 
have up-to-date information on these types of programs so we can help clients navigate and access the human services 
system with ease.

Because of these partnerships, we were able to refer 12% of our calls to free income tax clinics and 14% of our calls to 
Christmas programs in 2013.
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NumbER Of CAllS RECEIvEd by 
AREA SERvEd IN 2013

CAllER NEEdS
We often receive the question, “What types of calls do you get?” 
211 receives and tracks calls on a wide range of topics that can be categorized under community, social, health and 
governement services. The reasons for calls are tracked under those categories to help identify each community’s most 
prominent needs.

  
  lIvE CHAT & EmAIl
  In 2013, over 200 Live Chats & Emails were received.

  Live Chat & Email is a quick, friendly and confidential way for clients to connect with us at 211.

lanark

leeds & Grenville

Renfrew

Stormont, dundas & Glengarry

prescott-Russell

prince Edward & Hastings

Kingston, frontenac, lennox & Addington

Ottawa

633

689

749

951

1,012

1,331

4,062

45,257

Other
(e.g., Other Government

Services, Individual & Family
Services, Legal & Public Safety, etc.)

Health
(e.g., Support for
Alzheimer Patients)

Seasonal Calls
(e.g., Income Tax Clinics, 

Christmas programs)

Municipal Government Services
(e.g., City Programs)

Income & Financial Assistance 
(e.g., Utility Assistance)

Community Services 
(e.g., Community Centres)

43%

26.5%
9%

8.5%

8%

5%
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CAll OuTCOmE

Callers Received
Information

• Callers requested 
specific information

• No referral(s)
provided

22%

 Callers Received
Crisis Intervention 

• Callers were experiencing
crisis or psychiatric emergency 

• Assisted transfers to specialized
crisis lines or response

services provided 

0.1%

Callers Received
Information 

& Referral(s) 
• Callers presented

questions or problems 
• Information and referral(s)
to services were provided 

60%

Callers Received Advocacy
Support & Follow-up  

• Callers requested assistance
to connect with referrals 

• Assisted transfers to referral(s) were provided 
• Callers required immediate services and

assurance that contact was made 
• Follow up calls were made to

ensure the callers’ needs were met

3%

Callers Received
Assistance – No Referral 

• Listening, problem
solving offered
• No referral(s)

required

18%
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SERvICE QuAlITy ANd 
mEASuREmENTS
211 is committed to the measurements of our service quality. We therefore utilize a third party quality assurance 
program that assesses the quality of our service and our agents. This permits us to ensure that people have received the 
help that they needed following a call to 211.

A quality assurance program not only allows 211 to determine areas of excellence, but also areas where supplementary 
training may be required. 

wHAT 166 SuRvEyEd CAllERS SAId…

uNmET NEEdS
Tracking and assessing unmet needs based on calls received presents an opportunity to share, with community planners 
and stakeholders, the types of services that are needed in a community. This can provide context for further community 
planning by implementing community programs where they are most needed.

uNmET NEEdS ARE A RESulT Of
n Waiting Lists
n Eligibility
n Accessibility
n Affordability 
n Transportation

TOp 5 uNmET NEEdS ANd 
SERvICE GApS
1. Christmas Help
2. Utility Assistance
3. Transportation Services
4. Income Tax Clinics
5. Food and Meals

92% 99% 93%
Call Centre Client 
Satisfaction

Received the help 
they needed

Customer Protected 
Score
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OTTAwA 
ANNuAl CAll vOlumE GROwTH

ROxANNE’S STORy
Roxanne, a caller, needed to locate a laundromat. Roxanne sounded anguished 
and admitted she had trouble climbing the stairs to get to her washer and dryer 
due to bad arthritis in her knees. She asked if someone could come to her home 
to help with her laundry. After discussing the matter, it became clear that Roxanne 
was facing numerous barriers and safety concerns in her own house. A call that 
began as a search for a local business quickly became a high needs call from a 
vulnerable client. The counsellor explored, with Roxanne, the services that existed 
and provided a referral to a program offered by her local Community Resource 
Centre. The caller would receive assistance with her laundry and possibly other 
light housekeeping services from someone at the Resource Centre. Roxanne was 
delighted. 

of calls were from
women.

of people called on 
their own behalf. 

have called 211 before.

In 2013:

2008 2009 2010 2011 2012 2013

6,681

30,423

39,194

46,336

52,276

45,257

73%

90%

27%

 87.5% Spoke English
 12.0% Spoke French
 0.5% Spoke Other Languages

 2.5%  of callers were youth (13-21)
 68.0%  of callers were adults (22-54)
 10.0%  of callers were seniors (55+)

OTTAWA
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TOp 5 CAllER NEEdS OTTAwA   

wHERE ARE THE CAllS COmING 
fROm IN OTTAwA?
36% City of Ottawa  
(clients did not disclose the area they live in) 

9% Rideau-Vanier 
7% Rideau-Rockcliffe
6% River

 

211 HOw CAN I HElp yOu?
Client: Hi, I’m looking to register to receive a hamper for Christmas. My husband lost his 
job and we’re a week away from Christmas. We are afraid that we won’t be able to have a 
family dinner or buy the kids any gifts this year. Can you help me? 

211 counsellor: I’m afraid that the registration period for Christmas hampers and vouchers 
ended last week. The current options available for your situation would be to enter your 
name on a waiting list and/or to use your local food bank. You can still register for the Toy 
Mountain program, however. Would you like these telephone numbers? 

TOp 5 uNmET NEEdS
1. Christmas Programs
2. Utility Assistance
3. Free Transportation Services
4. Free Income Tax Clinics
5. School Supply Programs

Other
(e.g., Other Government Services,  

Individual & Family Services,  
Legal & Public Safety, etc.)

Health
(e.g., Support for Alzheimer Patients)

Seasonal Calls
(e.g., Income Tax Clinics,

Christmas programs)

Community Services
(e.g., Community Centres)

Income & Financial Assistance
(e.g., Utility Assistance)

Municipal Government Services 
(e.g., City Programs)

30%

42%
5%

6%

8%

9%
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KINGSTON, fRONTENAC, 
lENNOx & AddINGTON (Kfl&A) 
ANNuAl CAll vOlumE GROwTH

SINGlE fATHER
A 22 year old father, needing help to pay his hydro bill, called from Kingston. He 
was separating from his wife and had full custody of their two children. He shared 
that he was emotionally exhausted and that he had many unpaid bills. He did not 
know how to regain control of his situation and did not want to go back on social 
assistance. The information and referral counsellor reviewed various options with 
the client and connected him to the Low Energy Assistance Program in his area 
to help pay for his utility arrears. The counsellor also informed the young father 
of other services: respite care for his children, as well as Community and Family 
Services to help him with other financial needs to support his family and pursue 
employment. 

of calls were from
women.

of people called on 
their own behalf. 

have called 211 before.

In 2013:

71%

82%

26%

99.0% Spoke English
0.9% Spoke French
0.1% Spoke Other Languages

 1.0%  of callers were youth (13-21)
 69.0%  of callers were adults (22-54)
 13.0%  of callers were seniors (55+)

OTTAWA

4,062

2010 2011 2012 2013

5,491

4,793
4,597
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211 HOw CAN I HElp yOu?
Client: I am a single mother and I work for minimum wage. I need help to pay for vaccines 
that aren’t covered by Public Health: a vaccine against chicken pox for my 16 year old son 
and a vaccine against shingles for myself. Can you tell me where I can get financial help to 
pay for these?

211 counsellor: Unfortunately, there is no financial assistance available for these vaccines.  
What we can do is look at other services that cover different needs, which may help you 
offset the costs of the vaccines. Would you like to look at this option? 

TOp 5 uNmET NEEdS
1. Financial Assistance for Dental & Vaccinations Costs
2. Utility Assistance
3. Food Bank
4. Support Groups
5. Community Electronic Repairs 

TOp 5 CAllER NEEdS Kfl&A
   

wHERE ARE THE CAllS COmING 
fROm wITHIN Kfl&A?
87% City of Kingston 
5% Frontenac (e.g., South Frontenac Township, 
     Inverary, Sydenham) 
8% Lennox & Addington (e.g., Napanee, 
     Bath, Amerstview)

 

Income & Financial Assistance
(e.g., Utility Assistance)

Housing

Other
(e.g., Government Services, 

Legal & Public Safety, Addictions &
Mental Health Services, etc.)

Individual & Family
(e.g., Counseling)

Community Services
(e.g., Community Centres)

Health
(e.g., Support for Alzheimer Patients)

49.5%

16.5%

6%

7%

9%

12%
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TRANSpORTATION SERvICES
An older woman living in Deep River recently had surgery and needed 
transportation services for the following weeks. Since she would no longer be 
able to drive, she would need someone who would drive her to her medical 
appointments and run errands for her. Her closest family member lived in Ottawa, 
and even though her neighbors have been helpful in the past, she did not want 
to burden them any longer. Her son recommended that she call 211 since he 
had previously used the service. The 211 counsellor quickly referred her to the 
Champlain Community Transportation Collaborative. The agent explained to her 
that she had to call ahead of time to schedule the transport, but that they could 
drive her to her appointments and help with her everyday activities that required 
transportation. The client was relieved that she would get the help she needed. 
She was also impressed with how rapidly she received assistance by simply  
dialing 211.

of calls were from
women.

of people called on 
their own behalf. 

have called 211 before.

In 2013:

77%

83%

25%

99.0% Spoke English
1.0% Spoke French

 2.0%  of callers were youth (13-21)
 66.0%  of callers were adults (22-54)
 17.0%  of callers were seniors (55+)

RENfREw COuNTy 
ANNuAl CAll vOlumE GROwTH

OTTAWA

749

2011 2012 2013

716

790
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TOp 5 CAllER NEEdS RENfREw 
  

wHERE ARE THE CAllS COmING 
fROm wITHIN RENfREw?
62% County of Renfrew (e.g., Arnprior,  
     Petawawa, Deep River)
38% City of Pembroke

211 HOw CAN I HElp yOu?
Client: Hello, my husband is being released on probation. One of his conditions is that he 
must follow anger management courses. Would there be any available in Arnprior?  

211 counsellor: There is an organization that offers anger management courses, but they 
only begin later in the season. Would your husband be willing or able to travel outside that 
area? If so, I would have other options for him.

TOp uNmET NEEdS
There was only one unmet need reported for the County 
of Renfrew for 2013. The client requested an anger 
management course and there was none available during 
the client’s required time frame. 

Income & Financial Assistance
(e.g., Utility Assistance)

Community Services
(e.g., Community Centres)

Other
(e.g., Information Services,

Government Services,
Transportation, etc.)

Mental Health & Addictions 
(e.g., Support Groups)

Individual & Family
(e.g., Counseling)

Health
(e.g., Support for Alzheimer patients)

33%

32%

7%

8%

10%

10%
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2011 2012 2013

580

647
749

uNITEd COuNTIES Of 
lEEdS & GRENvIllE (l&G) 
ANNuAl CAll vOlumE GROwTH

yOuNG mOTHER
A young single mother of a one year old girl called, looking for her local food 
bank so her daughter could receive the food she needed until the mother’s next 
social assistance payment arrived. The counsellor found her local food bank and 
also located a neighboring centre that offered free children clothing and gently 
used toys. The client was very happy to get the information and was excited that 
she would receive not only food, but also toys for her daughter.

of calls were from
women.

of people called on 
their own behalf. 

have called 211 before.

In 2013:

71%

87%

17%

99.5% Spoke English
0.5% Spoke French

 0.5%  of callers were youth (13-21)
 65.0%  of callers were adults (22-54)
 18.0%  of callers were seniors (55+)

OTTAWA
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TOp 5 CAllER NEEdS l&G
   

wHERE ARE THE CAllS COmING 
fROm wITHIN l&G?
48% Leeds & Grenville (e.g., Merrickville, 
     Athens, North Grenville)
37% City of Brockville
8% Town of Prescott
7% Town of Gananoque 

211 HOw CAN I HElp yOu?
Client: Hi, I am currently living in a shelter and I will soon begin to search for a job. I was 
hoping to be presentable for future interviews. Do you know of any free services to receive a 
haircut and grooming in the Brockville area?

211 counsellor: There are no services of that kind in our database. Would it be possible for 
me to make a few calls on your behalf? I may be able to find a community organization that 
could help you.

TOp uNmET NEEdS
There was only one unmet need reported for the County 
of Renfrew for 2013. The client requested free grooming 
services for men. 

Income & Financial Assistance
(e.g., Utility Assistance)

Federal Government 
(e.g., Service Canada)

Individual & Family
(e.g., Counseling)

Other
(e.g., Information Services,Government Services,
Transportation, etc.)

Community Services 
(e.g., Community Centres)

Health 
(e.g., Support for Alzheimer Patients)

24%

46%

5%

7%

8%

10%
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633

2011 2012 2013

246

556

EmERGENCy dENTAl CARE
A young man, suffering from intense dental pain, called 211. His dentist had 
recommended emergency dental care, but the client was unable to pay for it. 
He was a full time student in college with no financial support from his parents 
and his student loan was depleting. The student was concerned he would not 
receive the treatment and panicked. The agent looked at a variety of options with 
the young man and referred him to the Lanark Social Services Department. The 
agent explained that the organization may help cover the cost of the dental work 
required. The agent also explained other types of services that may offer him help. 
The young man was grateful for the support he received from 211.

of calls were from
women.

of people called on 
their own behalf. 

have called 211 before.

In 2013:

70%

87%

19%

99.0% Spoke English
1.0% Spoke French

 0.5%  of callers were youth (13-21)
 67.0%  of callers were adults (22-54)
 13.0%  of callers were seniors (55+)

lANARK COuNTy 
ANNuAl CAll vOlumE GROwTH

OTTAWA
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TOp 5 CAllER NEEdS lANARK
   

wHERE ARE THE CAllS COmING 
fROm wITHIN lANARK?
72.5% County of Lanark (e.g., Carleton Place,  
     Perth, Lanark Highlands)
27.5% Smiths Falls

 

211 HOw CAN I HElp yOu?
Client: I’m looking for financial assistance for my son. He wants to join the military, but he 
needs laser eye surgery to do so. My husband and I are both on social assistance and we do 
not have the finances to offer him some help. Do you know if there is a program that can 
assist my son? 

211 counsellor: We are not aware of any financial assistance available for laser eye surgery.
I would like to suggest a few service clubs in your area that might consider a letter of 
request. Is this an option you would like to explore?

TOp uNmET NEEdS
There was only one unmet need reported for Lanark 
County for 2013. The client requested free laser eye 
surgery. 

Other
(e.g., Community Services,

Government Services,
Information Services)

Health
(e.g., Support for
Alzheimer Patients)

Income & Financial Assistance
(e.g., Utility Assistance)

Individual & Family
(e.g., Counseling)

Transportation
(e.g, Medical)

Mental Health & Addictions 
(e.g., Support Groups)

40%

30.5%

10%

8%

6%

5.5%
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2011 2012 2013

393

934
749

uNITEd COuNTIES Of 
STORmONT, duNdAS & 
GlENGARRy (SdG) 
ANNuAl CAll vOlumE GROwTH

GuIdANCE COuNSEllOR
A guidance counsellor called on behalf of a youth with a developmental disability. 
The school had asked her to help with the young man’s integration process in 
the school, and to find support services available in the region for the family. 
They were new to the Cornwall area, having moved for medical reasons. The 
youth had previously been home-schooled, but the option was now impossible 
due to family circumstances. The parents had asked for help with their son’s daily 
activities, something they had not done in a long time.

The 211 counsellor presented a few options: the presence of a support worker 
during and after school for the youth, services of a social worker for the entire 
family, and respite care services for the parents. The guidance counsellor was 
happy to hear that options were available. Being new to the position, she was 
unsure where to refer the family. After calling 211, she felt equipped with the 
right resources to help this family in need. 

of calls were from
women.

of people called on 
their own behalf. 

have called 211 before.

In 2013:

76%

84%

24%

93.0% Spoke English
7.0% Spoke French

 2.0%  of callers were youth (13-21)
 69.0%  of callers were adults (22-54)
 16.0%  of callers were seniors (55+)

OTTAWA
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TOp 5 CAllER NEEdS SdG   

wHERE ARE THE CAllS COmING 
fROm wITHIN SdG?
28% United Counties of Stormont, Dundas &  
     Glengarry (e.g., South Dundas, South  
     Stormont, North Glengarry) 
72% City of Cornwall 

 

211 HOw CAN I HElp yOu?
Client: Good morning! I am calling from Winchester and I need food. I have already used 
the local food bank this month. They have been very accommodating but they told me that 
I can only use their services once a month. Do you know if there’s another food bank or 
service that can help me? 

211 counsellor: There is only one food bank located in Winchester. If you have 
transportation, however, there is another option available to you in Mountain, which is 
about 14 km away from your location. Would you like their telephone number?

TOp uNmET NEEdS
1. Rent Bank
2. Food Bank 
3. Home Maintenance
4. Financial Assistance for Moving
5. Financial Assistance for Travel Costs

Other
(e.g., Government Services,

Housing, Information Services)

Individual & Family 
(e.g., Counseling)

Income & Financial Assistance
(e.g., Utility Assistance)

Health 
(e.g., Support for Alzheimer Patients)

Community Services 
(e.g., Community Centres)

Mental Health & Addictions 
(e.g., Support Groups)

30%

37%

11%

8.5%

8%

5.5%
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2011 2012 2013

189

1338 1331

pRINCE EdwARd ANd 
HASTINGS COuNTy 
ANNuAl CAll vOlumE GROwTH

EmOTIONAl SuppORT fOR A STudENT
A young woman from Oakville was presently living and studying in Belleville, far 
from her family. She felt lonely and afraid. Some days, she was unable to leave her 
room. She was afraid that this was affecting her relationship with her boyfriend. 
Feeling depressed, the young woman did not know how to cope with her anxiety 
or where to get help. The student’s mother tried to find support services in 
Oakville. In fact, the caller was considering a return home. 

The counsellor assessed the situation and helped the young woman connect  
to a support group that dealt specifically with Anxiety and Mood Disorders.  
The counsellor offered to make a few calls on her behalf in order to find more 
services and to alleviate some of her anxiety. This intervention helped the  
student by giving her confidence and hope.

of calls were from
women.

of people called on 
their own behalf. 

have called 211 before.

In 2013:

71%

81%

20%

99.5% Spoke English
0.5% Spoke French

 2.0%  of callers were youth (13-21)
 68.0%  of callers were adults (22-54)
 17.0%  of callers were seniors (55+)

OTTAWA
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Other
(e.g., Housing, Legal &

Public Safety, Government Services)

Health
(e.g., Support for
Alzheimer Patients)

Income & Financial Assistance
(e.g., Utility Assistance)

Individual & Family
(e.g., Counseling)

Mental Health & Addictions 
(e.g., Support Groups)

Community Services 
(e.g., Community Centres)

TOp 5 CAllER NEEdS fOR pE & HASTINGS
   

wHERE ARE THE CAllS COmING 
fROm wITHIN pE & HASTINGS?
13% Prince Edward County (e.g., Picton, Wellington, 
     Bloomfield)
44% Hastings County (e.g., Quinte West, Bancroft, 
     Madoc)  
43% City of Belleville 

 211 HOw CAN I HElp yOu?
Client: Hi, I would need assistance to pay for my rent. I received an eviction notice and I 
don’t want to go back to a shelter. Can you help me?

211 counsellor: Not a problem! Although the Rent Bank program no longer exists in your 
area, the Community Trust can assist you. Would you like their contact information? 

TOp 5 uNmET NEEdS
There were no unmet needs reported for Prince 
Edward & Hastings for 2013.

33%

37%

10%

7%

6.5%

6.5%
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2011 2012 2013

79

1036 1012

uNITEd COuNTIES Of 
pRESCOTT-RuSSEll 
ANNuAl CAll vOlumE GROwTH

EyE CARE fOR AGING AdulTS
We received a call from a woman living in Hawkesbury. She and her husband, 
both in their early 60’s, were Ontario Disability Support Program (ODSP) recipients. 
They needed financial help to pay for new eyeglasses and were unable to pay the 
balance of what ODSP funds did not cover. The resources did not exist in their 
area, but they had access to a vehicle and would travel to Ottawa. They were 
informed by the counsellor that they were eligible for a program offered by the 
Luxottica Foundation of Canada, The Gift of Sight, even if they resided outside 
the City of Ottawa. The 211 service enabled the client to book an appointment 
for herself and her husband to receive the appropriate eye care.

of calls were from
women.

of people called on 
their own behalf. 

have called 211 before.

In 2013:

67%

85%

22%

57.0% Spoke English
43% Spoke French

 1.0%  of callers were youth (13-21)
 62.0%  of callers were adults (22-54)
22.0%  of callers were seniors (55+)

OTTAWA
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TOp 5 CAllER NEEdS fOR pRESCOTT-RuSSEll
   

wHERE ARE THE CAllS COmING 
fROm wITHIN pRESCOTT-
RuSSEll?
69% Prescott-Russell United Counties 
     (Clarence Rockland, Nation, Russell) 
31% Town of Hawkesbury 

 

211 HOw CAN I HElp yOu?
Client: Hi, I’m a newcomer currently living with my aunt in St-Isidore, Ontario. I would need 
assistance to fill out the forms to get my health card and other documents. I have trouble 
reading them due to the language barrier. Is there somewhere I can go in person to get 
help?

211 counsellor: There isn’t a settlement program located in your town, but I can give you 
the telephone number of a centre serving your area. You can call them to work out a plan 
suitable for your needs. The closest locations would either be Hawkesbury or Alexandria. 
Would you like to write down the information?

TOp 5 uNmET NEEdS
1. Utility Assistance 
2. Affordable Dental Services
3. Affordable Eye Care Services
4. Free Beds
5. Settlement Programs

Other
(e.g., Seasonal Calls,  

Government Services,  
Mental Health & Addiction Services)

Health
(e.g., Support for 
Alzheimer Patients)

Income & Financial Assistance
(e.g., Utility Assistance) Community Services

(e.g., Community Centres)

Legal & Public Safety 
(e.g., Legal Information)

Individual & Family 
(e.g., Counseling)

23%

44%

9%

9%

6.5%

7%
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211 IS HERE TO HElp
211 is a three-digit phone 
number and website that provides 
information and referral to 
community and social services in 
Ontario. Our Certified Information 
and Referral Specialists are caring, 
understanding and knowledgeable, 
and pride themselves on their ability 
to connect you with the services you 
need. 

wHEN yOu dON’T 
KNOw wHERE TO 
TuRN, CAll 211 
With information on more than 
56,000 agencies and services, we 
can help you find the answers you 
need, quickly and easily. Our phone 
service is open 24 hours a day, every 
day of the year, and is available in 
more than 150 languages.

fINd THE 
INfORmATION 
yOu NEEd AT 
211ONTARIO.CA
If you need help finding the 
services that are right for you, visit 
www.211ontario.ca for a directory 
of more than 56,000 agencies and 
services in Ontario. Our easy-to-use 
website is fully searchable, updated 
frequently and is available in both 
English and French versions. 

211 - wHEN yOu dON’T KNOw 
wHERE TO TuRN


