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Word from
the Chair &
Executive
Director

Annual Highlights

“211” is a simple three digit phone number that offers caring, confidential, 24/7 access to a wide range of community, social and
health services and it has really turned our existence around at Community Information Centre of Ottawa. 211 is an important
community service that is the ultimate Community Connector. 211 connects people to services and service providers to one
another, and in doing so it reduces unnecessary silos and improves community impact.

Calls & Service Delivery

Internal Projects

•

54,684 calls were answered in 2013

•

•

94% caller satisfaction

to that mission for the past 40 years. Since having been entrusted with the responsibility of being the 211 service provider for all of

Communications and
Awareness

Eastern Ontario in the fall of 2008, the area we serve has more than doubled, and we now work with over 40 community partners

•

Celebrated 211’s 5 year anniversary

to serve clients from all walks of life. Our vision and values are very clear, and putting them into practice on a daily basis has served

•

Recognized 211 Day on February 11th 2014

us well throughout our first 5 years.

•

Improved Social Media presence and activity to link to

Our original mission was to offer information and referral services to the community, and we are very proud to have remained true

Conducted a 360 Compensation Review to strategically
align organizational performance to individual performance
and compensation

•

Partnership and Relationship Strategy to engage with key
groups in a targeted way

various groups across Eastern Ontario – 1092 followers to
1744 followers

We are very proud of all that we’ve accomplished to date, and we will continue to move forward with confidence, knowing that
we play a vital and important role in the human services system by providing a central point of access for people who do not know

•

Gained the support of two key Champions who recognize
the value of 211! – Councillor Mathieu Fleury and Kimothy

where to turn for help. Through diverse collaboration, community partnerships that increase awareness, and a focus on service

Walker, CTV

quality and client empowerment, we are now able to have more impact than what was thought possible.
•

awareness and collaboration

As we look ahead to 2014-15, we enter into a phase of technology integration, strategic planning and strengthened community
•

partnerships and relationships.

Engaged with over 40 community partners to raise
Demonstrated value - 211 in times of emergency response
and recovery as a public access point for community, social
and health services

We would like to recognize and extend our sincere thanks and appreciation to our valued funders, community partners and staff.
We continue to embrace our organization’s mission and values as we repeatedly push the envelope and strive to meet or exceed

•

211 to support Victims of Crime and First Responders –
National Victims of Crime Awareness Week

our strategic objectives, together. Finally, we would like to recognize and thank our esteemed volunteer board of directors for
•

their continued hard work and dedication to organizational excellence as they oversee the health, growth and success of the

Attended over 45 community events reaching well over
2,500 individuals

Community Information Centre of Ottawa (211 service provider for Eastern Ontario).

Sincerely,
Sean K Kelly, Chair Board of Directors & Marie-Andrée Carriere, Executive Director
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Members
of the team

CICO Strategic Priority
Objectives 2011-2014

The successes of the past year have been accomplished thanks to…

Mission

cico board of directors

The Community Information Centre of Ottawa is a nonprofit, bilingual organization that helps
to connect people to community, social, health and government services through multilingual,
confidential, mediated information and referral services.

Seán Kelly......................................................................................Chair
Isabelle Morin................................................................................Vice-Chair
Laurie Cairns..................................................................................Treasurer
Karen Perron..................................................................................Secretary
Donna Watson-Elliott.....................................................................Director
Larry Mohr.....................................................................................Director

Building
Community
Relationships

Developing
Human
Potential

Tanya Mendes-Gagnon..................................................................Director

cico management team
Marie-Andrée Carrière...................................................................Executive Director
Michel Fournier..............................................................................CRS, Data Manager
Christine Sharp .............................................................................Service Manager

Achieving
Excellence
in our
Service

Philippe Martel...............................................................................CIRS, Operations & Special Project Coordinator
Mark Chodnicki.............................................................................Finance Officer

CICO service delivery team
Roxanne Brunet.............................................................................Team Lead, CIRS, Information and Referral Specialist
Natalie Cléroux..............................................................................CIRS, Information and Referral Specialist
Marie-Josee Chabot.......................................................................CIRS, Information and Referral Specialist
Pascal René....................................................................................Information and Referral Counsellor

Establishing
Sustainable
and Viable
Funding

Marc Viau......................................................................................CIRS, Information and Referral Specialist
Hope Lalonde................................................................................CIRS, Information and Referral Specialist
Mélanie Morin...............................................................................Information and Referral Counsellor
Alexandre Gagné...........................................................................Information and Referral Counsellor
Stephanie Plummer........................................................................Information and Referral Counsellor

Continuing to
Develop the
211 System

Claudine Guiet...............................................................................French Data Editor
Julie Demers..................................................................................Bilingual Data Editor
Sophie Prévost...............................................................................Bilingual Data Editor
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211 to support Victims of Crime and First
Responders

CICO Activities in 2013
In 2013-2014, the annual work plan aimed to accomplish
initiatives pertaining to the following strategic objectives:
Developing Human Potential and Building Community
Relationships. In this section we present those key activities.

Raising 211 awareness with first responders through Ottawa
Police Services and Victim Support Unit has offered a unique
opportunity for collaboration. We will further define this

Building community
relationships

collaboration in the following year and have started doing so
thanks to a grant to participate in National Victims of Crime

We have focused on relationships and partnerships as a priority
this year and have accomplished several and significant key

Awareness Week.

Developing human potential

Communications Campaign &
Social Media Strategy

Following an extensive 360 Compensation Review which strived

211 Role in Emergency Response and Recovery

2013 marked the 5 year anniversary of 211 in Eastern Region!

we have adjusted salaries, introduced long term investment
opportunities for staff and have revised the performance
structure. This was an aspect of our organization which, we had
determined, was in need of an overall review, and we are pleased
to have met this objective within our available resources.

We worked closely with municipalities such as the City of
Ottawa, the City of Kingston and the City of Cornwall to

We held an extensive media and communications campaign to

recognize the value of 211 in emergency response and recovery.

highlight the service and key accomplishments to date.

This work is a fundamental piece of the 211 service offering
and can be further defined as:

created our first social media “trending” occurrence.
These communication efforts will continue in 2014-2015 and
will be supported by our partnership and relationship strategy
as the backbone to our targeted campaigns.

Relationship and Partnership Strategy
Current priorities have been identified such as: alignment with

successes!

to align compensation linked to performance management,

A communication campaign on 211 Day, February 11th 2014,

Highlights:
•

14 media coverage stories

•

Successful Community Event attended by Community

key sectors; supports awareness and usage of 211; relevant
to our current service offerings; supportive of key trends and
community; have the potential for increased revenue.
Furthermore, we have developed targeted objectives to work
closely with the health sector; francophone services sector;
seniors and community support services; mental health &
addictions; newcomers; children and youth; victim support; and
municipal relationships (including emergency management).

partners and community Champions, Including Councilor
Mathieu Fleury, Chief of Police Charles Bordeleau, United
Way Ottawa Board Chair Jamie McCracken, Ontario 211
Services Board Chair Jocelyne St-Jean
•

Social media strategy increases connection to 1593
followers

•

Engagement with key community partners and
stakeholders such as Ottawa Community Housing
Corporation, Ottawa Carleton District School Board,
Parent Resource Centre, MIFO, Olde Forge Seniors Centre,
Community Health and Resource Centres and so much
more
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Quality Assurance
& Call Outcomes

With a 92% satisfaction level across the 7
Ontario call centres, 211 achieved the highest
ranking for any call centre in the government /
not-for-profit industry.

Performance and Quality
Measures

Survey Quality Measurements (SQM) 2013

organization that sets the standards for the information and
referral industry. We are one of 142 sites in North America to

The quality of our service is our highest priority, and something
we work hard to measure. From our internal training
procedures, to our third-party quality assurance process, to our
industry-specific designation, we are able to provide real data to
funders, partners and the public about how we are doing.

have achieved this accreditation.
Individual team members also strive to obtain formal

211 Eastern Region

certification from AIRS which recognizes their individual
excellence in their filed. There are two types of Accreditation

Below is a cumulative score from SQM —SQM Group—
performs follow-up surveys with callers to measure their
satisfaction with our service - for 211 Eastern Ontario for the
fiscal period—numbers we are very proud of:

Call Centre
Industry Average

Industry Ranking

Calls Resolved

99%

88%

1st

Call Centre:
Customer Satisfaction

94%

73%

1st

World Class Calls

92%

80%

1st

which can be obtained: Certified Information & Referral
Specialist (CIRS) and Certified Resource Specialist (CRS).

Accreditation and certifications

We currently have 7 team members who maintain their

We continue to maintain requirements for our organizational

certifications.

Accreditation received from the Alliance of Information
& Referral Systems (AIRS). AIRS is the North-American

Call centre metrics
The charts below demonstrate just a few of the standards that we measure ourselves on:

Call Centre Performance 2013

TARGET

TARGET

TARGET

85%

2:30

seconds

Service Level

Average
Call Length

Average
Answer Time

83%

2:24

seconds

ACTUAL

ACTUAL

ACTUAL

45

22

Abandon Time 0:27
Service levels are calculated by a number of contributing call centre metrics such as abandoned calls, length of calls and answer time.
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Call Outcomes
There are a number of different outcomes from our calls which are in line with AIRS Standards. The following results present our
overall outcomes for the year.

2013-2014 Financials
Annual Revenue | Grants & Funding
$831,511

22%

Callers Received
Information
• Callers requested
specific information
• No referral(s)
provided

Grants Ottawa (26%)
Grants Provincial (51%)

3%

Project and Self Generated (13%)

Callers Received Advocacy
Support & Follow-up

60%

Callers Received
Information
& Referral(s)

Grants Eastern Ontario (10%)

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

• 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

18%

Annual Expenses | Fixed & Variable expenses
$829,332

Callers Received
Assistance – No Referral

0.1%

Callers Received
Crisis Intervention

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

Human Resources (75%)

• Callers were experiencing
crisis or psychiatric emergency
• Assisted transfers to specialized
crisis lines or response
services provided

Occupancy Costs (8%)
Variable (7.5%)
Fixed (5%)
Special Projects (4.5%)
For more information on caller needs across
eastern region please consult the 2013
Caller Needs, Trends & Community Impact
Report.
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partners and
supporters
Thank you for your ongoing support and community leadership!
•

Ontario 211 Services

•

United Way/Centraide Ottawa and the City Of Ottawa

•

United Way Serving Kingston, Frontenac, Lennox & Addington, the City of Kingston, County of Frontenac and the County of
Lennox & Addington

•

United Way of Renfrew County

•

Department of Justice Canada

We continue to work closely with many Community Partners. Thanks for your ongoing recognition
of the value of 211.
2013-2014 Formal partners
•

Champlain Community Transportation Collaborative

•

Ontario Network for the Prevention of Elder Abuse – Champlain Region

•

Caring and Sharing and Toy Mountain

•

Connecting Ottawa

•

Champlain Community Care Access Centre & Champlainhealthline.ca

•

Services Coordination des services

•

Kingston Newcomers’ Portal

•

KFL&A Where to Turn Map, Kingston Poverty Reduction Committee

•

GIS Mapping for Success by 6/Best Start Initiative

•

Access to Falls Prevention and Exercise Classes in Renfrew County

•

Every Kid Project – Leeds & Grenville

•

Health Emergency Plan for Priority Populations (Ottawa Public Health)

•

Baby Express and Breastfeeding Support Clinics (Ottawa Public Health)

•

211 Role in Emergency Response and Recovery

•

211 Working with Victims and First Responders

•

Seniors Safety Line

•

Good2Talk

•

Alzheimer’s Society of Ontario
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