
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

TOP 5 CLIENT SERVICE NEEDS 

The purpose of this report is to provide an 

overview of top and emerging client needs. 

COMMITMENT TO  
SERVICE EXCELLENCE 

 

Our commitment to service excellence is unparalleled. As the 
partner of choice for government and community service 

organizations, our team strives to exceed service standards. 

FINDHELP | 211  
SECTOR SNAPSHOT: 
 

Peel Region – April 2025 

Findhelp | 211 connects people to services  

through 24/7 multilingual navigation, crisis  

response, specialty helplines, online searches,  

and a comprehensive database of human and  

social services. Working with our partners,  

we strive to deliver equitable access for  

vulnerable people in our communities. 
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Housing/ 
Shelter 

Legal / 
Public Safety 

Mental 
Health 

Food  
Security 

12% 8% 14% 6% 9% 

TOP 3 CLIENT WEB SEARCHES 

Food  
Security 

Mental  
Health 

Housing / 
Shelter 

211Central.ca 

1 

Health 

Of Clients  
Would Absolutely  

Call 211 Back 

Of Clients Felt  
211 Service Navigators 

Were Attentive & Friendly 

88% 98% 



 

 

 

 

 

Free | Confidential | 200+ Languages | 24/7 | Live Answer 

TRENDS & UNMET CLIENT SERVICE NEEDS 211 CLIENT STORY 

GET INVOLVED 

CONTACT US: communications@findhelp.ca 

Older Adult Caregiver Seeking Assistance with Electricity Bill 
 
An older adult called 211 requesting support for their electricity bill arrears. 
Their wife, diagnosed with dementia, had accidentally hidden the electricity 
bill, which led to the caller being unable to pay their bill on time. The next 
month, they found themselves with a bill much higher than expected, which 
they could not afford to pay. As a result, they got in touch with their service 
provider and set up a payment plan to buffer the costs. They were then 
referred by their service provider to 211 for additional financial support. 
 
The caller's emotions gradually escalated during the call as they disclosed 
their situation. They eventually cried, burdened by the weight of caring for their 
ill wife, while being physically limited themselves, and carrying financial 
responsibility for the household. 
 
The Service Navigator actively listened to the caller and gave emotional 
support and validation while the caller was crying. When the caller sounded 
more calm, the Service Navigator talked with them about possible sources of 
assistance for the electricity bill. She described the Low Income Energy 
Assistance Program (LEAP) and the Ontario Electricity Support Program 
(OESP) and how to apply for them. 
 
The Service Navigator did not want to overwhelm the caller with referrals, but 
wanted to check on the caller, so she suggested a follow-up call. The caller 
agreed, and they arranged a follow-up call, during which a 211 staff member 
will be able to check that the referrals worked out for the caller and see if they 
need additional assistance such as counselling or caregiver support. 
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Over the past month, these have consistently been top issues  
as identified by our Service Navigators: 

MENTAL HEALTH: Shelters calling for crisis response on behalf of clients; 

Frustration with long wait times on crisis lines; Weekly calls from TCCS repeat clients for 
EMS, TPS, and 211 
 
HOUSING/SHELTER: Callers reporting worsening mental health after unable to get 

shelter support as shelters are at capacity; Callers on subsidized housing waitlists trying 
to find other affordable options when they cannot pay rent or are being evicted 
 
ELECTION INFORMATION: Callers looking for free transportation, voting 

locations, riding information, and party contact information 
 
TOP UNMET NEEDS: Mental Health, Individual/Family, Housing/Shelter 

1. 

2. 

3. 

• Update Your Agency’s 211 Profile 

 

• Request a 211 Overview / Training: training@findhelp.ca 

 

• Order 211 Promotional Materials: 211outreach@findhelp.ca 

 

• View our Data Insights: 211 National Expansion Portal,  

211 Ontario Needs Dashboard, 211 Data Snapshots (GTA) 

 
 
 

Top 3 Client Web Searches across the Greater Toronto Area via 211Central.ca 
Service Outcome percentages help us understand how the service we provide is received, how clients are feeling after they 
contact 211 and whether more support is needed to address any unmet client service needs. 
Client Service Needs are tracked using taxonomy (a categorization system that is standard for 211 Service Providers across 
North America) and are rolled up to categories. 
Learn about the Canadian AIRS Needs Categories – Data Dictionary. 
‘Individual / Family’ represents Case Management, Care Planning & Advocacy needs. 
Trends & Unmet Client Service Needs is comprised using multiple data sets including client service needs, unmet client 
service needs and trends reported by 211 Service Navigators – who answer 211 calls, text, chat, and emails. This data does 
not identify individuals. 
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mailto:communications@findhelp.ca
https://updates.211support.org/Record/submit/?drp=on
mailto:training@findhelp.ca
mailto:211outreach@findhelp.ca
http://211expansion.ca/
https://app.powerbi.com/view?r=eyJrIjoiOGQ5Mjk3ZDEtMjNiMS00NTQwLWIxODctZjNlNGIyYjQzZDFiIiwidCI6ImNhNmRlN2QzLWU0MjgtNDQ3YS05NjU2LTcxMGIzNTgyZDAzNiIsImMiOjN9&pageName=ReportSectionff26faf74b8df72fb4e6
https://211central.ca/211DataSnapshots/
https://211central.ca/wp-content/uploads/2020/12/Canadian-AIRS-Needs-Categories.pdf

