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The N11 Numbering System

= An N11 code or N11 number (said as "N-one-one") is a special
abbreviated three digit telephone numbers within the North
America Numbering Plan which allows for access to special
services.

» In Canada, N11 numbers are assigned by the Canadian Radio-
Television Telecommunications Commission.

» The 2-1-1 number was assigned by the CRTC in 2000 to act as the
three digit number for information and referral to health, social,

government and community-based services.

When you don't know
where to turn.



v 9-1-1
v 8-1-1
v 7-1-1
v 6-1-1
v 5-1-1
v 4-1-1
v 3-1-1
v 2-1-1

The N11 Numbering System

v' Emergency Services

v" Non-urgent Health Care Telephone Service
v' Message Relay Service (MRS) for the deaf
v’ Telephone Repair & Customer Service

v Ministry of Transportation Road & Highway
v" Directory Assistance

v" Municipal Government Services

v’ Social and Community Services




About 211

211 is a telephone helpline and online database that provides
a gateway to community, social, health and government
services.

It is available 24/7/365 in over 150 languages

Staffed by certified professionals and adheres to Standards
and Quality Indicators for Professional Information and
Referral




Why 2112

= By creating easy access to comprehensive, up-to-date
information and data about human services, decision-makers
- whether households, communities or governments - can
make better informed decisions about the choices facing
them, before problems spiral into a crisis.

* For callers, is an easy to remember number with a live answer




h 211 Ontario : Built from the

Community-Up

Ontario 211 Services (based in Toronto)
provides coordination for the Ontario
system, including funding oversight (Ontario
Ministry of Community and Social Services,
Ontario United Ways & Municipalities)

Aligned nationally

Q2 Po
Conyade /= Ontario

Seven Regional

Service Partners
deliver province-
wide telephone
service & manage
regional

36 Data

Partners
across Ontario
share local data
to support 211
service delivery
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Presentation Notes
211, as it exists today, is a network of 211 service providers, funders and stakeholder that work together at a local and regional level to deliver the 211 service

Community Up is an approach and set of principles designed to stich together this network into a single integrated system. In 2013, we worked with service providers and consulted with many key stakeholders to get input on how we could build 211 into a strong provincial system. A shared vision and roadmap is a plain-language document for how we expect to work together in the future. 

More specifically, 211 in Ontario describes how we will reach an integrated system by: 1) working together on common standards and policies to ensure high-quality and consistent service to the public; 2) implementing a shared technology platform; 3) coordinating and managing funding; 4) implementing a strong governance model for 211.




Type of 211 Inquiries

- Addictions
 Child Care
» Counselling
e Education

 Employment

* Financial Programs

* Food Programs

e Government Programs

* Health Services
* Hostels/Shelters
e Housing

e Immigration

 Legal Services
e Senior Services
e Transportation
 Volunteerism




Inclusion/Exclusion Criteria

Inclusion in the 211 database includes organizations and
programs that primarily:

e Provide a direct service to the public

e Are not-for-profit, community or government organizations
e Are networks or coalitions of direct service providers

e Are involved in licensing or coordinating direct services

Inclusion in the database is free




Priority Services

* Food, clothing and shelter

e Emergency assistance

e Crisis intervention

e Financial assistance

e Legal & correctional services
e \/ictim services

* Immigrant & refugee services

* Physical & mental health services
e Employment & training services
e Home support services

e Transportation services

e Child care

e Access to permanent affordable
housing




@211’5 Impact: Meeting Public Needs

Who calls 2117

Age of person needing assistane

Income of person needing assistane

19% 1% 5o

23%
35%

32%

Gyears orunder gy 361054 years
o 12 years @ S5yearsorolder
13 to 21 years ] Refused /Don't
220 35 years krone

World-class certified (3 years)
Highest customer satisfaction (4 years)

Welfare/Social assistane 390

, 11%: Full Time
Old Age Security 1050 ‘
Don‘t know 3% 7% PartTime
Refused 3%
1%
Employrnant
Insurance
Other 24%
23%
Omitario Disability
Support

Self-employed 304
1 1% Ontaro Works

Caller Satisfaction
- Results from SOM caller satisfac tion survey

were satisfed with 211

of these callers got the help they needed

of callers followed up with the réerral 211 provided

Why people called 211 in 2014

Health 75,193 calls

Income and Rnancial Assistance55,154 calls
Housing Help 49459 calls

Legal & PublicSafety 40469 calls
Community Services 36,770 calls

Individual & Emily Services 36,027 calls
Federal Government 31,450 calls

Provincial Government 31,371 calls

Mental Health & Mddictions 30,976 calls

Municipal Government 23,123 calls

0000CHOOOO
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211 service is accessed by Ontarians of all ages, youth to older Ontarians. 1 in 3 callers are less than 35 years of age, and 1 in 3 are greater than 54 years of age

211 is available to all Ontarians, however the majority of callers tend to be less advantaged. For example, one in two callers are accessing financial assistance or are living on fixed income.

In 2014, 211 answered more than 500K calls. 1 in 3 calls was for health, housing, and income assistance. 

Each year, our service is evaluated by an independent firm that measures Ontarians satisfaction with 211 service and ‘first contact resolution’, and benchmarks our performance against hundred of other organizations. In 2014, 99% of callers reported being satisfied or very satisfied with service, 85% reported following up on the referral they were provide, and 82% of callers indicated that they got the help they needed. 

Since launching service in 2009, 211 Ontario service has been recognized as a world-class call centre and has been given the highest-customer satisfaction award.
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