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Who we are

 Community Navigation of 

Eastern Ontario

 French language services for the 

entire province

 24 hours, 365 days of the year

 Integrated system



What is 211?

 Free information and referral (I&R) to the most comprehensive 

database of community, social, health and related government 

services in Ontario

 First point of access to human service resources throughout Ontario
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Key Features of 211

• Targeted, live, confidential help: all 211 phone calls, chats, 

texts and emails are answered by certified Information and 

Referral specialists (not automated systems) 

• Free: no cost to access information and referral services

• Multilingual: capable of serving in more than 150 languages

• Around-the-clock access: available 24/7/365

• Standards-driven: all 211 centres must meet the quality 

assurance standards of the Alliance of Information and Referral 

Systems (AIRS)
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Information 
Provision

Advocacy

Referrals; Follow protocols tailored to 
local agencies & crisis lines (e.g. intake, 

warm transfer); Conduct follow-up 
with callers, care coordinators, 

navigators 

Resolve 
problem, 

ensure caller 
understands 
next step(s)

Divert 
unneeded 

calls to 
(multiple) 

service 
agencies

Follow-up Program

How we do it: Information & Referral

Unmet
Needs, 

mental health 
needs, at-risk 

callers 
offered

follow up 

24/7 – Live Answer – Multilingual – Online Chat - TTY 

Information 
& Assistance

Needs
Assessment

Hello, Bonjour. 
How can I help 

you today?



Database of resources: 

Eastern Ontario Portal

https://211easternontario.ca
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https://211easternontario.ca/


Tracking Caller Needs
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• Capturing the needs of callers as well as the needs that remain 

unmet after calling 211

• 211 also captures

demographic information to 

make the best referral 

• Information that can be shared 

with funders and planners to 

ensure that dollars are 

invested where they are most

needed



211 Ontario Business Intelligence System



211 Ontario Business Intelligence System



Questions?

John Hoyles

Executive Director

johnh@cneo-nceo.ca

Or: visit the 211 booth from 

1:45 pm-2:30 pm

mailto:johnh@cneo-nceo.ca

