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Presentation Notes
History: 
2-1-1, formerly First Call for Help, is a help line that links people in need with appropriate health and human services in the community.  Someone calls 2-1-1 when they need help and they don’t know where to turn.  You can simply dial 2-1-1 to reach us, 7 days a week, 24 hours a day.  It’s out job to locate and maintain information on available resources and to help people access those resources.
2-1-1 locally began as First Call for Help in 1996.  The service was started and is still run by United Way Capital Area.  The TX Health and Human Services Commission established the 211 telephone network statewide in the fall of 2002 so that people would be able to simply dial 211 to locate services in their own communities.
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How does 211 work?
When you call 2-1-1 you will talk to a live person who will explain our services, listen, problem solve, empower, and provide detailed community, government and faith based resources.
Calls are 
Free: Calls to 2-1-1 are free from any land line.  Most local SBC pay phones have free 2-1-1 access as they used to use it as their repair number. 
Confidential:  Each call is treated as a clinical interview.  Most calls to 2-1-1 are also anonymous. 
Professional:  Diverse and highly experienced staff are carefully recruited. Staff are extensively trained, certified and undergo continuing education. 
Multilingual:  Callers to 2-1-1 can select English or Spanish.  If they require another language, 2-1-1 can conference in a third party interpreter for over 150 other languages.  
24/7:  
Network:  The local 2-1-1 office is networked with 24 other offices across the state.  This allows our office to operate 24 hours a day by routing calls to Houston. 

Other ways to access 2-1-1: 
Call 2-1-1 or 973-9203, Option 2, or log onto  www.211centraltexas.org
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Presentation Notes
Austin was the very first 2-1-1 Center in Texas! (October 2002)
Texas has 25 operational 2-1-1 Area Information Centers. 
 Each 2-1-1 AIC is operated locally by a private partner such as a United Way (11), Area Agency on Aging, Health Department or Non-profit. 
 The South Central AIC (Austin) is operated locally by UWCA. 
100% of Texas has access to 2-1-1, 100% of the time.
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In South Central Texas, our 2-1-1 center  provides coverage to individuals in Bastrop, Burnet, Blanco, Caldwell,  Fayette, Hays, Lee, Llano, Williamson & Travis Counties.  

 In addition to serving these counties, we can transfer callers to other 2-1-1 offices in Texas if they need information about resources in other cities.

Can also direct people to information and referral centers throughout the US.
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e 2-1-1 receives 23,000 calls per month,
a 300% increase from its first year of
operations in 2001

* 10% of callers to 2-1-1 are social service
professionals

Expecting over
275,000

calls in 2010
« Approximately 10% of callers to 2-1-1 are
Spanish speaking
Calls to 2-1-1 Texas/ United Way Helpline
by Calendar Year
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Social Services Use 2-1-1:
 Social service professionals are increasingly turning to 2-1-1 in order to find resources for their clients, and to find a professional sounding board in problem solving a particular case.  Many agencies use 2-1-1 as their I&R service to locate alternate supportive programs for their clients; this service offers a significant time savings for their limited staff.

Spanish Speakers:
2-1-1  offers an easy-to-remember access point.  Spanish speakers will be directly linked with a Spanish speaking agent who can provide informaiton, referral and advocacy in order to remove barriers to service. 

Multilingual:
We can also serve callers who speak languages other than Spanish or English. We have access to the Language Line, which offers simultaneous interpretation and translation of 150 languages.
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HIN1
2-1-1 Texas is the point of contact for information on HIN1. Individuals can call 2-1-1
to get general flu information and vaccine availabity information and can receive over
the phone medical guidance about what they should do if they or a family member
have flu systems.

Community Initiatives and Collaborations
Community Tax Centers
Volunteering (Hands On Central Texas)
Shots for Tots / Big Shoots
Summer Nutrition Program
Texas Military Family Access Project
Disaster Response
Texas Women's Health Program
Healthy Marriages Awareness Campaign
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Community Initiatives: 

Travis County Healthcare District: The 2-1-1 Texas/United Way Helpline and the Travis County Healthcare District (TCHD), Medical Access Program (MAP) are partnering to improve access to healthcare for low-income Travis county residents. To improve access, TCHD will direct MAP calls to the Helpline for MAP for general information, screening and appointment scheduling.  

The old process required anyone interested in applying to physically go to one of the four eligibility centers in Travis.  

With this partnership anyone will be able to call or walk in for information.  The Helpline is very excited about this partnership since we have been very aware of how difficult it has been for community members to get information on MAP and like any project it has taking a great deal of work and training to implement , however  and and it gives us the opportunity to respond to an upset need in the community. 

H1N1 Project
In partnership with the Center for Disease Control, 2-1-1 Texas/United Way Helpline and the 2-1-1 Texas network will be the point of contact for information about the H1N1 flu this season.  Callers looking for information and referral for immunization will call 2-1-1. The Texas Information and Referral Network received funds to coordinate response across the 2-1-1 network.

2-1-1 Will provide information on 

Vaccine Priority Groups & Distribution
Symptoms
As necessary assistance with displaying myths
Transfer call to Medical Staff. 


w211

Connecting People and Services

UNITED WAY HELPLINE

United ¥
Way C%7

United Way Capital Area

Trends in Demand for Assistance

e 2-1-1 Texas saw significant increases in demand for assistance with utilities, materials
resources, such as furniture, housing payment assistance and home improvement .

2008-2009 Basic Needs Calls

O Calls 2008
Bl Calls 2009

14000
12000
10000
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6000
4000
2000 _l
o —i i
Utility Housing Material
. Payment Food Shelter Transport
Assistance g Resource
Assistance
O Calls 2008 8880 6850 6445 2379 982 956
Bl Calls 2009 12107 9016 6966 2800 1443 1048
O % Change 08-09 | 0.363400901 0.31620438 0.080837859 0.176965111 0.469450102 0.09623431
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Top Caller Needs 2008 2009 % Change

Adult State/Local Health Insurance Programs 1,758 3,028 2%
Community Clinics 1,570 3,019 92%
Community Shelters 1,300 1,647 27%
Dental Care 2,193 2,999 37%
Electric Bill Payment Assistance 8,135 10,450 28%
Food Pantries 5,533 6,104 10%
Food Stamp Applications 1,906 2,643 39%
Low Income/Subsidized Private Rental Housing 1,458 1,637 12%
Rent Payment Assistance 6,614 8,349 26%
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The 2-1-1 online database contains information about health and human
services offered by nonprofit and faith-based organizations and government
agencies serving people living in Travis and the surrounding nine counties.

Updates to the database are made dally.

Housing
Education
Employment
Food and Clothing
Health Care
Mental Health

and more!

Legal Services
Child Care

Consumer Services
Government Services
Community Initiatives

Child, Family, and Senior Services
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 Since 2-1-1 began caller needs have become more diverse.  
 50% of callers to 2-1-1 have multiple needs. 
 Our highest increase in calls are related to Health Care (Immunizations and Community Clinics)

Need Categories: 
Basic Needs -- Food, clothing, temporary emergency financial assistance, housing, shelter, household items, transportation
Education -- ESL, GED, adult basic education, literacy, public education, colleges/universities
Health Care -- Health screening, physical exams, outpatient health care, dental, eye care, assistive medical equipment, in-home assistance, ob/gyn, substance abuse
Income Security -- Benefits counseling, employment assistance, county indigent health care programs, TANF, Food Stamps, child care subsidies, Medicaid, WIC, Social Security, SSI, SSDI
Criminal Justice/Legal Services -- Crime prevention, crime reporting, law enforcement agencies, lawyer referrals, legal representation/advice, mediation
Mental Health/Counseling -- Counseling, crisis calls, inpatient mental health care, mental health evaluation/assessment, therapist referral
Individual and Family Life -- Day care for children and adults, mentoring, respite care, adoption, foster care, leisure/recreation, parenting classes, CPS/APS, support groups
Specific Agency Information – “What’s the phone number for the Social Security office?”  …  or CPS, Legal Aid, the ARCH, etc.
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Please contact me anytime if you would like
additional information about 2-1-1 or would like
a tour of our call center.

Amy Price
Community Information Manager
512-225-0377
amy.price@unitedwaycapitalarea.org
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