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[211 EASTERN ONTARIO: LEEDS AND GRENVILLE]

Produced in November 2011 by the Community Information Centre of Ottawa, this report
highlights the usage of the 211 service in Leeds & Grenville county during the first year of

service.
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HISTORY OF 211 IN EASTERN ON

1997 : The first 211 service opened in
Atlanta, Georgia

2001 : The Canadian Radio -Television
and Telecommunications Commission
(CRTC) awarded a license for reserved
use of the 211 number to a

consortium lead by United Way

Canada

2002 : The first Canadian 211 service
is launched in Toronto

2005 : A comprehensive business and
technical plan was developed to
support 211 in Ottawa

2006 : United Way organizations

across Ontario banded together to
collectively call upon the government

of Ontario to fAmake

al | residents of Ont

2008 : 211 is officially launched in
Ottawa on September 19

2010 : 211 is officially ~ launched in the
City of Kingston and  Frontenac and
Lennox and Addington counties on
June 25

211 EASTERN ONTARIO BACKGROUND

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, 7 days per week. 211 is free, confidential
and multilingual (150 languages). The informatio nis also

available online at www.211ontario.ca

2011 : 211 is officially launched in Renfrew County
(January 28), the United Counties of Leeds &
Greenville (March 22), Lanark County (May 6), the
United Counties of Stormont, Dundas & Glengarry
(May 19) and Counties of Prince Edward and Hastings
(Nov 9), Prescott -Russell (Dec 15)
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211 EASTERN ON: LEEDS & GRENVILLE

When you don't know
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The above chart illustrates t he call volume patterns for the day, 7 days a week in
United Counties of Leeds & Grenville during the first year of more than 150 languages
service. As indicated, 211 has received 600 calls from local
Leeds & Grenville residents from March 22, 2011 to March 31,
2012.

#
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The following chart illustrates the reasons for calls from M arch 22, 2011 to March 31,
2012. The main reason for calls identified for Leeds & Grenville was in regards to Income
and Financial Assistance

Caller Needs

Other

Volunteer and Donations
Transportation

Employment

Legal & Public Safety
Housing

Consumer & Commercial
Arts, Culture & Recreation
Food and Meals

Other Municipal Government
Health

Information Services
Individual & Family Services
Mental health and Addiction
Community Services

Other Federal Government
Other Provincial Government

Income & Financial Assistance 27.0%
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CALLER NEEDS

The top 5 reasons for calls are:

° Incqme & Financial HE. & 8 s

Assistance Z% "%V:{*Jf%?

e Provincial Government a5 B 4

e Federal Government 4E ¢ 8 o8

e Community Services

e Mental Health & Addictions
The chart below breaks down the reasons for calls related to Income and Financial
Assistance . The highest request in this category is related to Hydro/Utility Assistance

and access to programs providing financial assistance for those who are unable to pay
their hydro or utility bills, in particular during the winter months or when facing
disconnection.

Income and Financial Assistance

Dental

Home
Support
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The chart below breaks down the reasons for calls related to Provincial Government
Services . The highest request in this category was for Service Ontario T Ministry of
Transportation of Ontario (MTO).

Provincial Government Services

Service Ontario

Open and
ready to
serve you

fﬁb Ontario
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The chart below breaks down the reasons for calls related  to Federal Government
Services . The highest request in this category was for information on  programs
offered by Service Canada.

Federal Government Services

Border
Services

Revenu
Canada

Service Canada
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The chart below breaks down the reasons for calls related to Community Services . The
highest request in this category was for programs offered at local Community Centres/Halls.

Community Services

Child Care &
Playgroups

Mobile Services

Home Support &

Respite Care
Community

Centres/Halls

Animal Control
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The chart below breaks down the reasons for calls related to Mental Health & A€
The highest request in this category was for AA & NA meeting locations.

Mental Health & Addictions

Interval Houses

Treatment Centres

Information about

Addictions
AA & NA

Meetings

Information about
Mental Health
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LOCATION OF CALLER

The charts below show the breakdown of calls for the United Counties of Leeds & Grenville

United Counties of Leeds & Grenville
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CALLER DEMOGRAPHICS

The charts below illustrate par t of the caller profile for the United Counties of Leeds &
Grenville, specifically gender, appr oximate age and language of choice  of callers.

Gender Approximate Age Language
H Female H Male B Unknown H13-21 H22-35 B English ® French
M 36-54 M 55 and older

2%
1%
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UNMET NEEDS

There were no unmet needs tracked during the first year of 211 Service for the United
Counties of Leeds & Grenville. However we have come to realize that for some areas in

Leeds & Grenville resources are very limited and it is very important to advocate for clients

that are isolated and who have limited access to transportation.

Anfiunmet needod occurs when a clientds needs cannot be met

The client is unable to pay for services and no subsidies are available

The hours of the service are such that the client cannot access it (e.g. food bank)

The clie nt must travel to obtain the service and has no means of transportation

The service is not available in the clientds | anguage
The service does not exist

There is a lengthy or closed waiting list

The client does not meet the eligibility criteria outlined by the service or organization

WHEN YOU DONOT KNOW WH BIRIE21TT



WHEN YOU DONOT WHEREWO TURN 1 DIAL 211

OUTREACH & MEDIA

INFORMATION

In the first year of 211 service , Information and brochures on the 211 service were

distributed to a range of organizations throughout the Leeds and Grenville area including

but not | imited to: | ocal doctorés offices, | oc.

stations, banks, heal th care centres, school boards and educational institutions and various
non - for - profit organizations within the region.

MEDIA

The launch of 211 and an explanation of how 211 functions is highlighted on the website of
United Way of Leeds and Grenville. Ra dio advertisements for 211 are also being set up with
local radio stations.

SOCIAL MEDIA

The 211 service is promoted through the social media site twitter by 211 Eastern Region
(@211EasternON) along with promotion through Facebook via a group for 211 Eas tern
Ontario, providing regular updates on the use of 211 for residents along with any special
notifications or information occurring throughout the year.
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SUCCESS STORIES

Below are some success stories from our first year of service.

e Aclient, now living in Ottawa, was looking for home support services for her elderly
mother living in Brockville. Since her move to Ottawa, she had visited her mother on
weekends buta new job made this option no longer possible. She was conc erned for
her motherwho doesndt go o0 umeedahelp with coaking. As the
conversation progressed, the counselor learned that the mother had also trouble
walking T due to are centhip replacement,a nd had no close family or friends in the

area to help with housework or meal preparation.  After asking a few additional
questions, the counselor was able to assess the situation and present the caller with
different options: senior residences, home support programs and meal preparation

services, as well as health services to support her mother with her physical
restrictions. The client was very happy to hear that there were so many resources

available. With the assistance of the 211 counselor, she found pr actical solutions for
her mother. It also allowed the caller to breathe a sigh of relief, knowing her mother
would be fine in her home T even without her daughter around

e A middle aged man had his hydro about to be disconected , hisrent past due for the

last three months , and coul dn 6t ood forfthe nedt wéek to come. An Ontario
Works beneficiary, he didnodot kn ovesalsd affaidlieov otdld end T
up on the street at the end of the month if he d i dfigére thisout. The 211

informatio n and referral specialist asked questions to determine what options the

caller had already tried. She found out that
help i a friend had told him about it, saying that he had nothing to lose by calling .

The counsel or immediately connected the client to the local rent bank program to

help cover his past due rent, tothe LEAP p rogram for assistance with his hydro bills
and to the local food bank (it was actually open that day!) . He was grateful and
happy to have connected with 211, adding that next time , he will not wait to call!
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INITIATIVES & PROJECTS 2011

AIRS ACCREDITATION

In the past year we have begun the accreditation process with the Alliance of Information

and Referral System (AIRS), a professional membership organization comprised of more

than 1,200 information and referral organization s. Our organizational materials were
approved in January 2011 , we have undergone the  on-site visit on October 31, 2011 and

we are now waiting for the last step, receiving the accreditation.

LEEDS AND GRENVILLE OUTREACH & RELATIONS  HIP BUILDING

For the remainder of 2011, 211 Eastern Region and the Leeds & Grenville United Way will
be promoting 211 throughout the Leeds & Grenvi lle area and focusing on building
relationships with community organizations, all levels of government and others within the

human service system. This will ensure that 211 is being accessed by those in our

community who need it the most, whether they are employed within the social services

field or whether they are residents seeking assistance to meet individual needs or the

needs of their families.

EASTERN ONTARIO EXPA  NSIONS

As of December 2011 we have fully launched 211 across Eastern Ontario
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A SPECI AL THANKSEé.

A special thanks to all our funders, community partners and supporters for their work in
helping the 211 service succeed!

211 EASTERN REGION S ERVING LEEDS & GRENV ILLE IS BROUGHT TOY OU IN PARTNERSHIP
WITH:

Py)
- a2 i L ﬁ* Ont ari O

THIS REPORT WAS PROD UCED BY THE COMMUNIT Y INFORMATION CENTRE OF OTTAWA,
SERVICE PROVIDER OF 211 EASTERN REGION. FOR MORE INFORMATION CONTACT:

ne! United Way

Karen Milligan

Interim Executive Director

Community Information Centre of Ottawa
karen.milligan@cominfo __ -ottawa.org
613 -683 -5400 ex t 5503
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CICO BOARD OF DIRECTORS
Linda Bordeleau

Sean Kelly

Karen Perron

Laurie Cairns

Larry Mohr

Isabelle Morin

Donna Watson - Elliott
Francgois Lemaire

CICO MANAGEMENT TEAM
Karen Milligan

Michel Fournier, C RS
Christine Sharp
Mélanie Pilon

Philippe Martel, CIRS

CICO SERVICE DELIVERY TEAM
Roxanne Brunet, CIRS

Natalie Cléroux, CIRS
Paul Charles

Marie - Josée Chabot
Pascal René

Marc Viau

Hope Lalonde

Marie - Claude Barthelemy
Alexandre Gagné
Mélanie Morin
Claudine Guiet

Julie Dubé

Mark Chodnicki
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Chair

Vice - Chair
Secretary
Treasurer
Director
Director
Director
Director

Interim Executive Director

Data Contracts and Data Initiatives Coordinator
Service Manager

Database Manager

Operations and Special Projects Coordinator

Information and Referral Team lead

Information and Referral Specialist
Information and Referral Counsellor
Information and Referral Counsellor
Information and Referral Counsellor
Information and Referral Counsellor
Information and Referral Counsellor

Information and Referral Counsellor
Information and Referral Counsellor
Information and Referral Counsellor
French Project Data Editor

Bilingual Data Editor

Financial Officer
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