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KNOW THE FACTS

WHAT IS 211

211 is an easy to remember telephone number
that connects people to a full range of non-
emergency social, health and government
services in their community. Twenty-four
hours a day, seven days a week, trained coun-
sellors answer 211 calls, assess the needs of
each caller and link them to the best available
information and services.

After a successful pilot project in Toronto,
United Way — Centraide and InformCanada
are working together along with other govern-
ment and non-government partners to expand
this service to communities across Canada.

WHY 211

Opver the past few decades, the number of
health and social service organizations and
agencies has mushroomed, over and above
what is provided by governments. Lack of
services is often not the problem — it is know-
ing what services exist, which are best suited to
the situation and how to access them.
Whether you are a senior looking for a flu
shot, a victim of violence needing help, a
recent immigrant seeking language training,
or parents looking for childcare, 211 can help.

WHY 211 WORKS

Single window: 211 provides one access point
. .

to a community’s full range of social, health

and government services.

Targeted help: 211 counsellors are trained to
draw out necessary information, understand
the problem and find the organization and
service that is best suited to provide help.

A personal touch: 211 lets people talk to peo-

ple. Callers can explain their situation in their
own words to a trained counsellor and get the

help and understanding they need.

Multi-lingual: 211 has multi-lingual capacity,
an important asset in Canada - one of the
most diverse populations in the world.

Around the clock access: 211 provides 24
hour a day, seven day a week service because
needs do not always arise during usual work-
ing hours.

Confidential: 211 offers a neutral environ-
ment and provides confidential access to infor-
mation.

WHO BENEFITS FROM 211

People of all ages, backgrounds and needs ben-
efit from 211. Callers can get help with day-
to-day needs as well as in coping with crisis sit-
uations resulting from natural disasters or
other far-reaching events. 211 can provide:

A BRIEF 211 HISTORY

1997 Atlanta Georgia becomes the first
community to introduce a 211
service.

2001 Inresponse to an application by
United Way — Centraide and its
partners, the Canadian Radio-tel-
evision and Telecommunications
Commission assigns 211 as a toll
free information and referral
about community, social, health
and government services

2002 Toronto launches 211 for callers
in the 416/647 area codes.

2004 211 working groups exist in all
provinces. As of January 2004,
70 million Americans in 24 states
had access to 211.

U support to children, youth and their

families;
U access to human services and programs;

information on physical and mental
services;

U assistance to the disabled, seniors and
newcomers to Canada; and

U support for finding employment.

During the 2003 SARS outbreak and black-
out in Toronto, 211 provided essential infor-
mation to thousands of callers.

Service organizations, whether they are gov-
ernment or non-government, benefit from
211 because it links their services with people
in need.

Volunteers: 211 connects people who want to
help their community with opportunities to

donate time and/or money.

Governments: 211 can relieve pressure on
other information services provided by gov-
ernments and reduce the number of help-lines
supported by governments. It can deliver
accurate information that dispels harmful
rumours during times of emergency or crisis.
211 can also help to promote government

health and safety programs.

Society: 211 benefits all of society because it
creates an integrated social infrastructure that
supports people in times of personal difficulty
and community crises. This integrated system
can also provide a clearer picture of communi-
ty needs across the country.

TORONTO’S SUCCESS STORY

Toronto’s 211 has proven itself to be a
credible, valuable and valued service. In June
2002, United Way of Greater Toronto,
Community Information Toronto and the
City of Toronto entered into a unique partner-
ship to deliver 211 to residents of the
416/647area codes. The Toronto 211 pilot
was also made possible through the generosity
donors committed to demonstrating the
merits and applicability of 211 in Canada.

In its first two year of operation, 211 received
nearly 650,000 calls and more that 700,000
visits to its website. Client satisfaction with the
service is very high — over 90 % - as is the
number of callers who indicate they would use
the service again and would recommend it to
family and friends — consistently 100%.

FOR MORE
INFORMATION ON 211

National: Eva Kmiecic 1-800-236-3087
ekmiecic@unitedway.ca

Ontario:  Bill Morris 1-800-307-8528
bmorris@uwgt.org

Toronto:  Cheryl May1 416-392-4566

cmay@cominfoto.org

2

Revised October 2004

211 GRAPHIC STANDARDS



FAQs on 211

WHAT IS 211?

211 is an easy to remember telephone number that connects people to a
full range of non-emergency social, health and government services in
their community. Twenty four hours a day, seven days a week, trained
counsellors answer 211 calls, assess the needs of each caller and link
them to the best available information and services. Information is also
available through the Internet.

This free, around the clock, multilingual, confidential service is already
available to people living in the Greater Toronto area (416/647 area
codes) and to over 70 million people in the US. After a successful pilot
project in Toronto, United Way — Centraide and InformCanada are
working together along with other government and non-government
partners to expand this service to communities across Canada.

WHY IS 211 NEEDED?

The number of health and social service organizations and agencies has
mushroomed over the past few decades, over and above what is provided
by governments. Many find it difficult to figure out where to go to get
the help they need.

Often the lack of services is not the problem. Rather, it is finding out
what services exist, which are best suited to the situation and how to
access them. This is especially the case for seniors, persons with disabili-
ties, newcomers to Canada, the homeless and others who may not have
the ability or resources to get the help they need and therefore often go
without it.

211 navigates the complex web of services and programs for people and
connects them with the best available resources in their community. For
some, it is their last resort.

HOW DOES 211 WORK?

211 is a call centre that is established in a community for the communi-
ty, and each community decides who will provide the service. As such,
partners and funding can vary from site to site. 211 is operated on a not-
for-profit basis and usually receives financial support from a range of
government, corporate and charitable sources.

211 is staffed by trained, certified professionals who have access to infor-
mation on thousands of government and non-government social and
health services and programs in the community.

Each 211 call centre must submit to a rigorous, multi-year accreditation
process. In addition, the service provider must be endorsed by the
appropriate level of government with jurisdiction over the area to be
served, e.g. municipality, region or province, depending on the scope of
the service.

Information on programs and services must meet precise specifications
and is routinely updated to ensure that callers are referred to the best
available resources in their community.

Quality and service standards were established for the pilot project in
Toronto including benchmarks for call answer rates, average call length
and client satisfaction targets. A national set of standards is currently

being developed.

WHO WOULD USE 211?

People of all ages and backgrounds experience frustration and difficulty
in finding information and/or services in their community. 211offers a
single window of access for anyone secking non-emergency services —
individuals, families, people facing barriers due to language, poverty or
personal difficulty, professionals in business, government and communi-
ty agencies.

People might call 211 if they need:
O home care for an aging parent.

post natal care or a childcare program.
information on how to volunteer in their community.
language training.

employment resources.

(I I I W

access to basic human needs.
U information on physical and mental health services.

211 has also proven to be an important resource during crisis situations.
For example, during the SARS outbreak and blackout in Toronto, 211
provided city residents with a vital link to accurate information.

HOW IS 211 DIFFERENT FROM 311 AND 911?

U 211 is for non-emergency calls related to a community’s social and
health services and programs.

O 311 is for non-emergency calls related to requests for service or
issue resolution related to services delivered directly by municipal
governments.

O 911 is for fire, police and medical emergency calls.

HOW DID 211 START AND HOW FAR
HAS IT GROWN?

A brief history:

1997  Adanta Georgia becomes the first community to introduce a
211 service.

2000 A collaborative led by the Alliance of Information and Referral
Systems (AIRS) and United Way of America, along with 19
states and other organizations, secures approval of the Federal
Communications Commission for the abbreviated dialing
code 211 to be assigned for community Information and

Referral nationwide.

2001  Inresponse to an application by United Way — Centraide and
its partners, the Canadian Radio and Telecommunications
Commission assigns 211 as a toll free information and referral
about community, social, health and government services
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2002  Toronto launches 211 for callers in the 416/647 area codes.

2004  Asof January 2004, 70 million Americans in 24 states have
access to 211.

2004 211 working groups exist in three provinces and five commu-

nities outside of Toronto.

In 2004 and coming years, United Way — Centraide, InformCanada and
their partners will be working to expand 211 coverage across the coun-
try. Itis expected that 211 services will be fully operational in at least
two additional locations by the end of 2004.

WHO IS INVOLVED IN 211?

The project to improve access to community services by having the tele-
phone number 211 assigned for this purpose is a joint initiative of
Information and Referral organizations, United Ways - Centraides and
other partners in Canada.

HOW WOULD 211 BENEFIT GOVERNMENTS?

Governments at all levels — federal, provincial, regional and municipal —
are looking for ways to better serve the public by offering seamless access
to programs and services. 211 is consistent with this move toward inte-
grated, single window approaches to service delivery. It has two core
functions: collecting and managing information and disseminating this
information through 211 call centres and the Internet.

211 can relieve pressure on other information services provided by gov-
ernments and reduce the number of help-lines supported by govern-
ments. It can help reduce the demand for government resources now
used to build and maintain public awareness about how to access gov-
ernment programs. In addition, 211 can deliver accurate information
and important messages that dispel harmful rumours during an emer-
gency or times of crisis.

WHAT WAS THE IMPACT OF 211 IN TORONTO?

Toronto’s 211 has proven to be a credible, valuable and valued service.
In June 2002, United Way of Greater Toronto, Community
Information Toronto and the City of Toronto entered into a unique
partnership to deliver 211 to residents of the 416/647area codes. The
project was also made possible through the generosity of donors com-
mitted to demonstrating the merits and applicability of 211 in Canada.

In its first year of operation, 211 answered nearly 300,000 calls and
received over 225,000 visits to its website. Client satisfaction with the
service is very high — over 90 % - as is the number of callers who indicate
they would use the service again and would recommend it to family and
friends — consistently 100%.

HOW WILL 211 BE ROLLED OUT ACROSS
THE COUNTRY?

A 211 steering committee, review panel and reference group have been
created to oversee the roll-out of 211 across Canada and to ensure that
consistent standards are developed and applied.

Because 211 is community based, its shape may differ from province to
province and even from city to city. In Ontario, United Way and its
partners have developed a five-year implementation plan that builds on
the existing infrastructure of Ontario’s network of community informa-

tion and referral organizations and the latest information and telephone
technology. In other provinces, 211 is being developed on a city by city
basis.

WILL EVERY COMMUNITY HAVE ITS OWN 211?

Not every community will have a 211 service — not all have the capacity
or the resources. Given the diversity of Canada’s regions, different
approaches will likely be designed to suit local circumstances. For exam-
ple, the plan in Ontario is to establish eight regional Information
Centres with a single, province-wide database. This will ensure
province-wide access whether you live in a city or rural area.

WHERE IS 211 OPERATING TODAY?

In the United States, 211 is operating in 24 states and is accessible to
over 70 million Americans. In 2004, Senators and Congressional offi-
cials are supporting the passage of legislation to ensure full national
implementation and sustainability of 2-1-1. Sponsored by a bipartisan
group of legislators, and led by Senators Hilary Clinton and Elizabeth
Dole, the Calling for 2-1-1 Act was introduced in September 2003. The
Act provides funding — up to $200M U.S. — “for 100% access to 2-1-1
for local communities nationwide by authorizing federal funding to
stimulate expansion and widen access to the 2-1-1 service”.

In Canada, 211 has been operating in Toronto since June 2002. Itis
expected that this service will be available in at least two other commu-
nities by the end of 2004 and will expand gradually in following years.

WHY IS UNITED WAY - CENTRAIDE
INVOLVED IN 211?

United Way — Centraide helps find solutions to community problems
and is a significant funder of agencies providing social and health servic-
es and programs. 211 complements United Way’s role as a funder of
community services by helping to connect people to the services they
need.

WHERE CAN | GET MORE INFORMATION ON 211?

The application to the CRTC and input into the Public Notice can be
found and read in Word and pdf formats:

In English on: http://www.crtc.gc.ca/PartVII/Eng/8665/C12-12.htm
OR
In French on: http://www.crtc.gc.ca/PartVII/Frn/8665/C12-12.htm

O The Canadian 211 web site, www.211.ca is in development.

Visit the U.S. 211 web site at www.211.o0rg to find out more
about U.S. initiatives.

U The Alliance of Information and Referral systems has an extensive
web site at www.airs.org

To find out more about the partner organizations that filed the CRTC
application visit their web sites:

www.communityinformationtoronto.ca/

www.unitedwaytoronto.com
www.communityinformationtoronto.ca/informcanada/InformCanada.htm

www.unitedway.ca
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