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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

partner of choice for government and community service

overview of top and emerging client needs. et ; :
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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.

2.

MENTAL HEALTH: Mental health-related inquiries from individuals and families
spiked in December. Many clients requested resources for coping with depression,
emotional issues and financial stress triggered by the holiday season.

HOUSING / SHELTER: Requests for warming centres rose as temperatures
dropped below zero. Concerned members of public requested assistance for those
experiencing homelessness and reported behavioural issues at businesses.

TORONTO COMMUNITY CLUSTER NEEDS *
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FOOD / FAMILY ESSENTIALS: Requests for food banks and meal programs
increased during GTA agency/program Christmas break and holiday closures. Contacts
from mothers looking for baby formula and diapers increased but very few programs in
GTA that offer help.
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TOP UNMET NEEDS: Food Security, Individual / Family, Housing / Shelter

211 CLIENT STORY

GET INVOLVED Needing Christmas Assistance

A 211 caller said she was feeling overwhelmed by not being able to provide
the best Christmas to her daughter. She had recently moved to a new area,
and did not fully know her new community’s resources at the time of the call.
The caller told the Service Navigator that she was looking for organizations
that could help with toys and food.

e Update Your Agency’s 211 Profile

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

The Navigator empathized with the caller, acknowledging there is so much
pressure on parents, especially during this time of the year. She gave detailed
information to the caller about the Christmas programs of the Salvation Army
and the Yonge Street Mission and on how to apply. She also referred the
caller to food banks in her new neighbourhood. Since she had also expressed
being overwhelmed, she was given information on the Canadian Mental
Health Association (CMHA), and on mental health crisis supports if needed.

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

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 Top 5 Client Service Needs across the City of Toronto. Community Cluster Needs are included on second page.

5 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.

6 Number of needs are not evenly distributed across neighbourhoods.

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

8 Learn about the Canadian AIRS Needs Categories — Data Dictionary.
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