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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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SECTOR SNAPSHOT:
COMMITMENT TO
Peel Region — October 2025 SERVICE EXCELLENCE
The purpose of this report is to provide an Our commitment to service excellence is unparalleled. As the
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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:

_ MENTAL HEALTH: Callers looking for mental health services and crisis
lines offering text and chat communication when they can’t or don’t want to
call and facing difficulties as very few lines have these features

2_ HOUSING / SHELTER: Callers are unable to get shelter spaces and are
looking for drop-in centres and mental health support; Callers looking for
assistance with heating costs

. HOLIDAY SUPPORT: Callers seeking support with Thanksgiving meals,
supplies, and information about food banks; callers looking to register/apply
for Christmas toy programs

4. TOP UNMET NEEDS: Mental Health, Housing / Shelter, Income Support /
Financial Assistance

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

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

CONTACT US: communications@findhelp.ca

211 CLIENT STORY

Searching for Mental Health Resources

A man called 211 looking for mental health support. He had seasonal
work, often facing periods of unemployment during the winter months,
which consistently led to financial strain. Over the last few weeks, he
had noticed changes in his mood, including feelings of isolation,
irritability, and difficulty concentrating. He mentioned he was drinking
more alcohol and identified that was increasing his depression.

The Service Navigator discussed referrals to local mental health
organizations for assessment, group therapy sessions and community
programs that focus on mental health support. He was referred to the
Canadian Mental Health Association, CarePoint Health, Caledon
Community Services, Crisis Support 24.7 Peel Dufferin, and Alcoholics
Anonymous. They discussed possible financial counselling.
Additionally, the Navigator encouraged him to reach out to a trusted
friend or family member for support and to try small steps in re-
engaging in activities he once enjoyed.
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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 Learn 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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