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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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The purpose of this report is to provide an Our commitment to service excellence is unparalleled. As the
overview of top and emerging client needs. partner of choice for government and community service

organizations, our team strives to exceed service standards.2
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TRENDS & UNMET CLIENT SERVICE NEEDS®

Over the past month, these have consistently been top issues
as identified by our Service Navigators:

1 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
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TOP UNMET NEEDS: Mental Health, Individual/Family, Housing/Shelter

GET INVOLVED

e Update Your Agency’s 211 Profile

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

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

* View our Data Insights: 211 National Expansion Portal,
211 Ontario Needs Dashboard, 211 Data Snapshots (GTA)

CONTACT US: communications@findhelp.ca

211 CLIENT STORY

A 211 caller initially requested support for their daughter. They gave
their daughter the phone so they could speak with 211 directly. At first,
the daughter seemed confused, not knowing who she was talking to
nor what to say. After the Service Navigator explained what 211 is and
what kind of services it provides, the daughter seemed more confident
and requested to find some couples counselling services.

Their relationship with their boyfriend had been going through a
“crisis" which had led to the daughter self-harming and being admitted
to the hospital the day prior to the call. They were not in imminent
danger of harming themself at the time of the call. They voiced being
determined to try to salvage what was remaining of their relationship if
possible.

The Service Navigator found out from the caller that it would be best if
the counselling were low-cost or free. They were referred to COSTI,
Family Services York Region and Catholic Community Services of
York Region, which are non-profit agencies that offer individual and
couple counselling. The daughter was happy to have this information.
The Service Navigator was concerned about the caller, and offered a
follow up call. A follow up time was arranged, so that the Service
Navigator can check that the referrals worked out and if the daughter
has further needs.
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1 Top 3 Client Web Searches across the Greater Toronto Area via 211Central.ca

2 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.

3 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.

4 |earn about the Canadian AIRS Needs Categories — Data Dictionary.

5 ‘Individual / Family’ represents Case Management, Care Planning & Advocacy needs.

6 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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