211 Ontario North
Annual Report
2020

Table of Contents
About 211 North ............................................................................................................................... 2
Key Benefits of 211 ......................................................................................................................... 4
211 North Highlights ....................................................................................................................... 5
Identified User Needs ................................................................................................................... 6
User Profile ....................................................................................................................................... 9
Follow-up & Quality Assurance .................................................................................................10
Partnerships....................................................................................................................................... 11

Lakehead Social Planning Council
Community Information & Referral Centre, 211 North
125 Syndicate Ave S, Suite 38, Victoriaville Centre
Thunder Bay, ON P7E 6H8
Ph: 807-624-1720
This report is published on an annual basis. Information in this report may not be reproduced or redistributed in any manner whatsoever without prior permission from Lakehead Social Planning Council.

Northern Region
Ontario

About 211
What is 211?

Connecting with 211

211 is a publicly funded helpline that connects
people with essential services and builds
stronger communities by working with service
systems and government to improve access
and positive outcomes for people.

24/7, 365 days a year

211 provides free, confidential, multilingual
access to information & referrals to the full
range of community, social, health and
government services. 211's Certified
Community Resource Specialists assess each
person's needs and connect them to the best
available resources.

211 Centres in Ontario
211 Ontario Services, a non-profit agency
that works in collaboration with the six
Regional Service Providers to deliver 211
services to Ontario Residents. 211 is
available to 100% of Ontarians!

Telephone: 2-1-1
Chat: 211Ontario.ca/chat
Email: gethelp@211ontario.ca
Online Database: www.211north.ca
A provincial database is also available at:
www.211Ontario.ca

211 Northern Ontario
Service Provider
In addition, 211 North offers walk-in
information and referral services at it's
Lakehead Social Planning Council's
storefront office, conveniently located in
Victoriaville Centre.
211 North serves over 100 First Nations
communities and the following 9 Districts
located in Northern Ontario:
Algoma
Cochrane
Kenora
Manitoulin
Nipissing
Rainy River
Sudbury
Thunder Bay
Timiskaming

The 6 Regional Service Providers are
located in Thunder Bay, Toronto, Windsor,
Ottawa, St. Catharines, and Collingwood.
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Key Benefits of 211
Navigation

Curation

Dissemination

Simple and trusted navigation for individuals,
families and social agencies. Helping those in
need understand and access benefits and
supports available to them, quickly and easily
in a trusted, free, multi-lingual and
confidential manner.

A comprehensive human services database of
health, government, social and community
programs, available in Ontario. The accurate,
online, up-to-date database is available for
anyone to use and can reduce workers' time
researching services to help clients.

Supports evidence-based reporting for social
planners and decision-makers. Provides
planners and decision-makers more
information about respective community
needs, as well as geographic and
demographic trends.

211 in Emergency & Disaster Response
211 is a critical information system and an easy way to find or give
help. 211 also responds to municipal and community needs in an
emergency or disaster and functions as a Public Inquiry Line.
211 Centres provide a centralized access point to field calls from the
public regarding non-emergency information, including, but not
limited to:
road closures & detours
general event information
evacuation & shelter information
public health information
volunteer opportunities
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211 North Highlights
Requests for Help

32,345
Calls

1,645*
Chats

548*
Emails

25,271

Online Users

Top 4 Needs Identified

Met and Unmet Needs

45%

35,396

16%

97%

Basic Needs

Health Care

11%

Income Support &
Employment

11%

Organizational/Community
Services

Needs Identified

Needs Met

35,991

Referrals Provided

2%

Follow-ups Offered

*Chats and Emails answered by the 211 Northern team, and does not represent the number of users from Northern Ontario.
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Identified User Needs
Identified Needs

User needs are categorized using the AIRS/211 LA County Taxonomy (Canadian Version) which is the North American standard for indexing and
searching for human services in an online resource database.

Basic Needs

45%

The Basic Needs category reflects requests for services whose primary
purpose is to help people meet their basic needs, such as food, shelter
utilities, clothing and transportation.
In 2020, when the COVID-19 pandemic arrived many food banks were
forced to close. During this time more people were in need of
emergency food. Food banks were required to change the way they
had traditionally operated, and as a result, partnerships were created
with the Regional Food Distribution
Association (RFDA), in Thunder Bay
Sub-Categories Needs
and the Anti-Hunger Coalition in
Food/Meals
81%
Timmins, Ontario. 211 North assisted
these programs by registering
Housing/Shelter
9%
individuals and families for available
Utilities
5%
food banks and food delivery
programs. These partnerships
Transportation
3%
impacted the number of needs
Material Goods
2%
identified for food and meals.

Health Care

16%

Health Care is a very large category and includes programs and services
that help maintain physical well-being through the study, prevention,
screening, evaluation and treatment of people who have illnesses,
injuries or disabilities. A large percentage of needs were for walk-in and
medical clinic information, and home health care services.
Sub-Categories

Needs

Outpatient Health Facilities

35%

Health Supportive Services

24%

Specialty Medicine/Treatment/Prevention

21%

Health Screening/Diagnostic Services

14%

Inpatient Health Facilities

4%

Emergency/General Medical Care

1%

Rehabilitation/Habilitation Services

1%
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Identified User Needs
Income Support & Employment

11%

Income Support & Employment is the category that reflects programs to help residents
prepare for, find and sustain gainful employment; programs that provide public financial
assistance and support; and free tax preparation services for low to moderate income
individuals and families.

Sub-Categories

In 2020, as a result of the COVID-19 pandemic, new income support programs were created
and many individuals and families were in need of financial help. As these new programs
changed and transitioned from response to recovery benefits, information on service
descriptions, eligibility and application criteria were frequently sought.

Employment Insurance Programs

27%

Tax Preparation Assistance

47%

Provincial Social Assistance Programs

13%

Temporary Financial Assistance

11%

Employment

2%

Organizational/Community Services
The Organizational/Community Services category reflects programs that benefit
communities or which offer province-wide, regional, national or international
services; to receive or offer assistance in times of disaster, including information
services, or programs. This category also includes referrals to public officials.
In August 2020, 211 North functioned as a public inquiry and registration line for the
community of Red Lake, Ontario, after a state of emergency was declared due to
threatening forest fires. For more information on the public inquiry and registration
line please see the After Action Report available on our website.

Needs

11%
Sub-Categories

Needs

Information Services

38%

Community Groups & Government Services

28%

Disaster Services

20%

Community Economic Development & Finance

8%

Community Planning & Public Works

4%

Community Facilities/Centres

2%
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Identified User Needs
Unmet Needs

Reasons for Unmet Needs

Unmet needs arise when there are no appropriate services
available. Service gaps are identified when services do not
adequately meet the need of the inquirer. Unmet needs
and service gaps vary by community and vary at different
times of the year.

There are many reasons why needs may not always be met or why an
inquirer will experience gaps in services. Programs and services often have
specific eligibility criteria or the service is not open when the inquirer is
able to attend. In some situations, services have waiting lists or they no
longer have funding available, and in many situations, services are not
available to meet the specific need of the individual.

Reasons for Unmet Needs

Needs

No resource found to meet need

35%

Ineligible for service

20%

Inquirer unable to connect with the service

17%

Hours of service did not meet needs of inquirer

15%

Service or program resources depleted

8%

Full/waiting list

3%

Cannot afford the service

1%

Inquirer has no transportation

1%

11%

In March/April 2020, when many programs and services were forced to
temporarily close due to the COVID-19 pandemic, many individuals were
left without access to some services. April had the highest number of
unmet needs documented, and as agencies started to re-open and new
services created, unmet needs started to decrease.
Basic needs, specifically access to food/meals, was one of the highest
unmet needs documented in 2020. Again, this is due to the closures of
programs at the start of the COVID-19 pandemic. Traditionally, there are
also a large number of unmet needs for Christmas/Holiday Hampers.
There are many reasons these needs are documented as unmet; for
example, individuals may have missed the registration deadline or they
were not able to pick-up their hamper and/or missed their hamper pick-up.
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Identified User Needs
Types of Service

Referrals Provided

Each information & referral transaction is assessed and classified as
either: a) information, b) information & referral, c) Crisis/Endangerment
or d) database & administration. These are used to identify the types of
service that was required. Interactions classified as information (26%) are
direct requests for information and are generally less complex. 72%
warranted a comprehensive needs assessment, as inquirers often present
multiple and/or complex situations. A total of 1% of the interactions were
classified as Crisis/endangerment and another 1% were classified as
database & administration inquiries.

211 Specialists understand how difficult it can be for callers to find
help on their own, let alone ask for help. Specialists are empathetic
and make a point of taking the time to find the services that best fit
the inquirer’s need.

Inquiring on Behalf of
Individuals use the 211 service to locate services for themselves, their
friends/family members or front line workers for their clients. When this
information is identified during an information and referral assessment,
it is tracked and documented.

95%
Self

3%

Friend/Family

2%

Agency

A referral involves identifying organizations and services able to
meet the person's assessed needs and provides reliable
information about each program. This information helps individuals
make informed choices. Referrals are tracked by program or by the
agency providing the program.

Food Banks/Programs
Walk-in Medical Clinics
COVID-19 Related Information &
Assistance
Tax Preparation & Assistance
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User Profile
Location of Users

Demographic Information

The location of 211 program users is mainly required to locate resources
to meet need(s), and when this information is provided, the location is
documented. Location information is collected from most contact
methods, including the online database of human services.

Oftentimes, users will provide demographic information as they
describe their situation or personal need to the Community Resource
Specialist. Depending on the information given, the Specialist may
require additional demographic information to locate a program or
service.

The online Directory of Human Services (www.211north.ca) is mainly
used by individuals located in Ontario, but also by others located outside
of Ontario.
The chart below shows the percentage of Northern users by District.
Contacts*

District

Online

12%

Algoma

12%

2%

Cochrane

11%

4%

Kenora

7%

1%

Manitoulin

1%

2%

Nipissing

8%

1%

Rainy River

3%

7%

Sudbury

19%

2%

Timiskaming

2%

69%

Thunder Bay

37%

*Contacts include phone, chat, and email.

Demographic information may also be collected when a Community
Resource Specialist conducts a follow-up call or conducts advocacy.
The demographic information of online users is not included below.

Age

63%
Adult
20%
Older Adult
17%
Other*

Gender

61%
Female
33%
Male
6%
Other*

*Other also includes, unknown/unidentified
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Follow-up & Quality Assurance
Quality Assurance

Follow-up

As part of our Quality Assurance Program, 211 in Ontario utilizes an
Interactive Voice Response system to conduct customer satisfaction
and outcome surveys. These surveys are objective, as the caller is
given a choice to participate in the survey prior to connecting with a
Community Resource Specialist.

In addition to Quality Assurance , Specialists may offer follow-up to
inquirers to determine if the referrals provided were successful and/or
to check on the progress the inquirer has made. Follow-up may also
be offered to individuals who are vulnerable and may require
additional assistance in locating or connecting with service providers.

The customer satisfaction survey is completed immediately following
the call, allowing the caller to rate the experience and leave
comments. If the caller agrees to complete an outcome survey, they
are contacted 10 days after the initial call to determine if they
received the help they were needing.

Depending on the individual's need, a Specialist may contact them
within a few days or even a week following their initial contact to 211.
In 2020, 476 individuals accepted a Specialist's offer of follow up.

91%

said they would recommend 211

95%

said the Specialist was respectful
and friendly

95%

said they were satisfied or very
satisfied with the service received

95%

said they would contact 211 again

78%

said the issue they called about
was resolved

86%

contacted the referral(s) they
were provided
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Partnerships
Data Partnerships

Graffiti Guard

211 North is responsible for updating and maintaining
agency/service listings of human services located in
Northern Ontario. Based on this vast service area, we
have developed a data partnership with the
Northwest Community Legal Clinic to assist with
updating information. The service and agency listings
are accessible at www.211north.ca.

Noticing graffiti in Thunder Bay, the public can call
211 and the Specialist will complete a report that is
submitted to the City of Thunder Bay.
Available in Thunder Bay

Incident Report & Referral Service
If an individual has experienced or witnessed racism
they can report it in-person at the Lakehead Social
Planning Council; online at www.lspc.ca/incidentreport;
or by calling 211.
Available in Thunder Bay

Food Bank Registrations
If an individual or family is in need of food, calling
211 provides a food bank registration . Deliveries may
be available to eligible, isolated seniors.

Emergency Food Hamper Registration
If an individual or family is in need of emergency
food in Timmins (Porcupine, South Porcupine or
Schumacher), call 211 to complete a program
Available in Timmins
registration.

Available in Thunder Bay
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