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Community Stroke Partners Expo When you don't know

where to turn.
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Make the Connection. Call 2-1-1

Free | Confidential | 24/7 | 150+ Languages | Live Answer
www.2110ntario.ca
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Who we are

= Community Navigation of

coctem Ontar TICNEO

= French language services for the Community Navigation of Eastern Ontario

entire province
= 24 hours, 365 days of the year N C E O D

Navigation communautaire de I'Est ontarien
* Integrated system

United Way
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What Is 2117

= 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

) United Way E“'} .
@ ‘ @ Centraide >~ Ontario 3



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)

United Way
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Professionally Accredited
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Accreditation provides
objective evidence of
achievement across 28
standards, measured
against 221 quality
indicators.

SERVICE DELIVERY ...

Standard 1: Assessment and Referral Provision [ﬁ B R (ORI

Standard 2 Informabion Provesion .
Standard 3. Inquarer Advocacy
Standard 4. Cnsis intervention
Standard 5. Foliow-Up

Standard 6: Additional Channels for Access ...

RESOURCE DATABASE ‘
Standard 7. InclusionExclusion Critena
Standard 8. Data Eements
Standard 9. Classification System’raxmomy
Standard 10: Content Management and moemg
Standard 11. Database Search Meathods ...

Standard 12 Database Maintenance ... ......... ﬁf' f ﬁf"f i R

REPORTS AND MEASURES .. ... ...
Standard 12 Inguirer Data Collection .
Standard 14 Data Analysis and Reporting

COOPERATIVE RELATIONSHIPS..

Standard 15 Cooperative Relasionships Wahin the 18R System.

Standard 16 Cooperative Relationships Wih Service Providers

DISASTER PREPAREDNESS ... ... ..
Standard 17. Emergency Operauons and Business Comngency Plan .
Standard 18. Formal Relationships with Govemment and Private Sector
Emergency Operations and Rellef Agencles . ... ... :
Standard 19 Disasler Resources
Standard 20 Disasier-Refxled AR Service Delivery
Standard 21. Disaster-Relatled nquirer Dala Coledmﬂepms
Standard 22 Disaster-Related Technology Reqmemem
Standard 23. Disasier Traning and Exercise ..

ORGANIZATIONAL EFFECTIVENESS ...ttt s csscaniesses s st nmnann

Standard 24: Govemance

Standard 25: pmum\amm ﬁf'ff SRR e B R AN

Standarg 26 Staff Traming
Standard 27, Promotion and Outreach
Slandard 28: Program Evaluation and Quality Assurance.
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How we do it: Information & Referral

Unmet
Information Advocacy Divert Needs,
Need & Assistance Resolve unneeded mental health
eeds .
problem, calls to needs, at-risk
Assessment .
ensure caller (multiple) callers
understands service offered
Information next step(s) @ agencies follow up I
Provision ! i
\ i
1 1
|| 1
1 1
\ \ i
S \ 1 I
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-------------------- N v Y v
Hello, Bonjour. "x‘ 3
How can | help Referrals; Follow protocols tailored to
you today?

local agencies & crisis lines (e.g. intake,
warm transfer); Conduct follow-up

with callers, care coordinators,

navigators

*
.
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Follow-up Program

When you don’t know
where to furn.



Database of resources:

Eastern Ontario Portal
https://211easternontario.ca

Community Mavigation of Eastern Ontario

Navigation communautaire de Est ontarien

CNEOTINCEO

INFORMATION / REPORTS DATABASE / RESOURCES

ABOUT US

CONTACT CENTRE / REFERRAL PARTMERSHIPS

I Search our Database

= -

-

Select the closest town or city, or enter your postal code.

Serving

~ Location List

Topic Search OR Keyword Search

Disabilities

?

Abuse [ Azsault Community Programs

oo

Community Information Bulletin

& News

s Employment & Volunteering

* Workshops & Professional

Development
® Support Groups
® Health Information

& General Information

211 Eastern Region - Ontario

Emergency / Crisis Employment / Training

PR |+ |

Q

Search

&

Message

)

Live Chat

Toll-Free Phone: 1-877-761-59076

TTY-41 900 340 1001

FRANCAIS


https://211easternontario.ca/

Tracking Caller Needs

« Capturing the needs of callers as well as the needs that remain

unmet after calling 211

» 211 also captures Who calls 2117
demograph|c |nformat|0n to Age of person needing assistance
make the best referral 1% 1% 4%

“ 20%
36%

* Information that can be shared
with funders and planners to

ensure that dollars are ‘ 37%
W 6yearsorunder [ 36 to 54 years

iInvested where they are most
need ed - 13to 21!’:::5 : ::I'fszr::';;:'ltd :;ow

| 22 to 35 years
United Wa:
@ ‘ Centraide & ~Ontario

Income of person needing assistance

Welfare/Social assistance 4 %o

pension 10% 13% Full Time
Don'tkaow 3% o . 7% PartTime
Refused 4% ~
— Wl
EmpI:rmsnt
Insurance

other 16% ‘
22%

/ . Ontario Disability
Self-employed 3%

Support
0ld Age Security 6%

10% ontario Works



211 Ontario Business Intelligence System

Ontario Date Range Needs Identified

17172021 1243172021

86 2 Last Refreshed 10718/2021 &03:00 4
Filters Total Needs Identified by Geography
County/Region Total Needs [dentified .
Province :- NE‘EdS |den‘tlﬁEd
Leeds And Grenwville . 517
211 Region of Lanark 145 Total Meeds Identified # Total Meeds |dentified Previous Year

Total BE2 = =

4
108

County/Regiol =

™ z
- — o -
> o L 2 = =
@ X - P = & 2 =
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City m .

January 2021 February March 2021 April 2021 May 2021 June 2021 July 2021 August 20271 Septermmber  October 2021

&

Community 2021 2021
211 Team Total Needs |dentified by Category

Arts, Culture and Recreation
Contact Meths Litility Assistance 72 (8.3 5%) =\ [T 1ni2ew

e Food/Meals 33 (383%)

Transportation &40 (4. 64%) =,

Age
. Other GovernmentEconomic Services
Gender 75 BT T
e Health 167 (19.61%)
Language

Mental Health/Addictions R
72i0.35% —

LegaliPublic Safety -

83 7.31%]
" Housing #4 10.9%)
Intarmation Servi_. 51 [7.08%) —

Individual/Family Services | | Income SupportiFinancial Assistance
ZTIH —
B3 19.61%



211 Ontario Business Intelligence System

Ontario

Filters
Province
211 Region of the
County/Region
City
Community
211 Team
Contact Method
Age
Gender

Language

Date Range

1172021 12/31/2021

36

Unmet Needs Identified

5
9 4
— o A

Unmet Needs Identified

Last Refreshed: 10/18/2021 &03:00 AM

Total Unmet Needs by Category

[— Community Services 5.56%

Utility Assistance 11.11% — — FoodMeals 5.56%

~— Health 11.11%

Transportation 19.44% —

—— Housing 11.11%

Miher Government/Ec.. 2.78W —
Mental Health/Addictions
2T7E%

IndividualFamily Services 1387% —/

% Income SupportiFinancial Assistance
13.89%

3 2 4
== !
& & —'__
January 2021 February 2021 March 2021 April 2021 By 2021 June 2021 July 2021 August 2021 September 2021
Reason Need Not Met
[
16
14 3 1 1 1
= . >
Mo resource found to mest n... Ineligible for service Cannat afford the service Full‘waiting st Houwrs of agency/program did._. Imcpuirer unable to conmect wi_..

Total Unmet Needs by Geography

County/Region Total Needs Identified

-
Leeds And Gremille | 24
Lanark ] 12
Total 36



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

