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[211 EASTERN ONTARIO: STORMONT, DUNDAS & GLENGARRY] 
Produced in November 2011 by the Community Information Centre of Ottawa, this report 
highlights the usage of the 211 service in SD&G during the first year of service. 
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WHEN YOU DONôT KNOW WHERE TO TURN ï DIAL 211 

211 is an easy - to - remember, three -digit, non -emergency 

telephone number that connects callers to a full range of 

community, social, government a nd 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 information is also 

available o nline at www.211ontario.ca . 

 

 

 

 

 

211 EASTERN ONTARIO BACKGROUND 

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 ñmake 211 accessible to 
all residents of Ontarioò 

 
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  
 
 
 
 
 
 

 

 

HISTORY OF 211 IN EASTERN ON 

 

 

 

 

 

 
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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The above chart illustrates t he call volume patterns for SD&G 

during the first year of service. As indicated, 211 has received 

593 calls  from local SD& G residents from May 19, 2011 to April 

30, 2012.  
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211 is  free, confidential 

and  available 24 hours a 

day, 7 days a week in 

more than 150 languages  

 



  

The following chart illustrates the reasons for calls from Ma y 19, 2011 to April 30, 2012 .  
The main r eason for calls identified for SD&G was in regards to Income and Financial 

Assistance .  

Caller Needs 
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CALLER NEEDS 
 

The top 5 reasons for calls are:  
 

 Income & Financial 

Assistance  
 Community Services  

 Provincial Government  
 Individual & Family 

Services  
 Mental Health & Addictions  

 
 

 
The chart below breaks down the reasons for calls related to Income & 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 
th eir hydro or utility bills, in particular during the winter months or when facing 

disconnection.  
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WHEN YOU DONôT KNOW WHERE TO TURN ï DIAL 211 

 

 

 
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.  
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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  information on programs 

offered by Service Ontario – Ministry of Transportation of Ontario (MTO). 
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The chart below breaks down the reasons for calls related to  Individual & Family 
Services . The highest request in this category was for Individual Counselling Services.   
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WHEN YOU DONôT KNOW WHERE TO TURN ï DIAL 211 

 

The chart below breaks down the reasons for calls related to  Mental Health & Addictions . 
The highest request in this category was for Information on Mental Health & 

Addictions.   
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LOCATION OF CALLER 
 

The charts below show the breakdown of calls for  SD&G. 
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CALLER DEMOGRAPHICS 
 

The charts below illustrate par t of the caller profile for Stormont, Dunda s & Glengarry, 

specifically gender, appr oximate age and language of choice of callers.  
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UNMET NEEDS 
 
Utility and financial assistance were tracked as unmet needs for SD&G during the first year 

of 211 Service. It was brought to our attention that for a short period of time there were 
limited to no funds available to help clients from SD&G pay for hydro and utility bills. On 

the flip side, funds did become available again at a later time.  
 

 
An ñunmet needò occurs when a clientôs needs cannot be met for any of the following reasons: 

 

 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 client must travel to obtain the service and has no means of transportation  

 The service is not available in the clientôs language 

 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 organizat ion  
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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 SD&G area .  

 
MEDIA 

 

An explanation of 211 and how it f unctions is highlighted on the United Way of Stormont, 
Dundas & Glengarry website .  

 
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 Eastern 

Ontario, providing regular updates on the use of 211 for residents along with any spec ial 
notifications or information occurring throughout the year.  

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
WHEN YOU DONôT KNOW WHERE TO TURN ï DIAL 211 

 
 



 
  

 
 

 
WHEN YOU DON’T KNOW WHERE TO TURN – DIAL 211                                                              

 

SUCCESS STORIES 

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

Mental Health  ï Cornwall  
We received a call from a young woman in Cornwall who said she  was trying to locate some 

help for her brother who was living with a mental illness.  She was not sure where to start 
searching for support for her brother in order to help him cope with his mental illness. She 

admitted she also needed counselling to help her manage the situation.  

The Information and Referral Counsel lor was able to refer her to the local branch of the 

Canadian Mental Health Association in Cornwall as well as to the Counselling and Support 
Services of Stormont, Dundas and Glengarry.  

The call er was relieved that there were some support services she and her brother could 

access. She said she had not known about the 211 service before, but that she was glad to 
have discovered it and that she would call when she needed help.  

Health  ï Cor n wall  
We received a call from a man in the Cornwall area who needed to access health services. 

Specifically, he needed to renew his health card since he still had his old red and white card 
and he was also looking for a walk in clinic since he did not have a family  doctor.  

The Information and Referral Counsellor was able to direct him to the Health Card Services 
office in Cornwall where he could make an appointment to get a replacement health card 
along with the information on what docume nts he needed to bring with him. The 

Information and Referral Counsellor also provided the caller with information on walk in 

clinics in Cornwall and their hours of operation.  

The caller was really pleased with the information saying that he had tried to locate these 
resources himsel f in the phone book and had a lot of difficulty. He said he would certainly 

be calling 211 again in the future and recommending it to others.  
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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 proud to announce that we have received our certificate granting us accreditation.  

 

SD&G OUTREACH & RELATIONSHIP BUILDING 

For  the remainder of 2011, 211  Eastern Region and the United Way of Stormont, Dundas 

and Glengarry  will be promoting 211 throughout the SD&G 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 EXPANSIONS 

AS OF DECEMBER 15,  2011 WE HAVE FULLY L AUNCHED THE 211 SERV ICE ACROSS 

EASTERN ONTARIO . 
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A SPECIAL THANKSé. 

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

 

211 EASTERN REGION SERVING SD&G IS BROUGHT TO YOU IN PARTNERSHIP WITH 

 

    
 

 
THIS REPORT WAS PRODUCED BY THE COMMUNITY INFORMATION CENTRE OF OTTAWA, 
SERVICE PROVIDER OF 211 EASTERN REGION. FOR MORE INFORMATION CONTACT: 

 

Karen Milligan  

Interim Executive Director  
Community Information Centre of Ottawa  

karen.milligan@cominfo -ottawa.org   
or 613 -683 -5400 ext 5503  
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CICO BOARD OF DIRECTORS 

Linda Bordeleau  
 
Chair  

Seán Kelly  Vice-Chair  

Karen Perron  Secretary  

Laurie Cairns  Treasurer  

Larry Mohr  Director  

Isabelle Morin  Director  

Donna Watson -Elliott  Director  

François Lemaire  Director  

    

CICO MANAGEMENT TEAM 

Karen Milligan  
Interim Executive Director  

Michel Fournier, CRS  Data Contracts and Data Initiatives Coordinator  

Christine Sharp  Service Manager  

Mélanie Pilon  Database Manager  

Philippe Martel, CIRS  Operations and Special Projects Coordinator  

 

CICO SERVICE DELIVERY TEAM 

Roxanne Brunet, CIRS  
Information and Referral Team lead  

Natalie Cléroux, CIRS  Information and Referral Specialist  

Paul Charles  Information and Referral Counsellor  

Marie -Josée Chabot  Information and Referral Counsellor  

Pascal René  Information and Referral Counsellor  

Marc Viau  Information and Referral Counsellor  

Hope Lalonde  Information and Referral Counsellor  

Marie -Claude Barthelemy  Information and Referral Counsellor  

Alexandre Gagné  Information and Referral Counsellor  

Mélanie Morin  Information and Referral Counsellor  

Claudine Guiet  French Project Data Editor  

Julie Dubé  Bilingual Data Editor  

Mark Chodnicki  Financial Officer  
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