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First Quarter Highlights

Central Michigan 2 -1-1 received 21,933 calls* in first quarter of 2017.

Central Michigan 2 -1-1 received 19,502 referral calls, 2,291 information calls, and 60
calls we performed advocacy on.

The top need expressed during this quarter was Volunteer Income Tax Assistance
(VITA) Program Sites with 4,501inquiries. Second most common referral was Disaster
Related Drinking Water with 3,406 total referrals.

The top unmet need during the first quarter was VITA Programs Sites, primarily due to
appointments being full when the caller requested. The second most common unmet
need was Electric Service Payment Assistance.

Central Michigan 2 -1-1 maintains an up -to-date database through both comprehensive,
formal survey requests and interim updates throughout the year. 271 agencies
updated their entire program information (formal update) in the first quarter of 2016.

449 agencies were updated with interim updates such as funding, hours, new
services, phone number changes etc. This is nearly 35% of our entire database!

Central Michigan 2 -1-1 has a Community Navigation Specialist serving Jackson County
to support at risk pregnant moms navigate community resources, encouraging healthy
pregnancy. During the duration of this program the Specialist has connected with 41
moms!

* Call volume includes calls taken outside of our nine county area.
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Total Call Volume* vs. Total Web Searches
2017 2016

Web Volume Web Volume
6%1,350 5%1,606

*Call Voolume only for our nine county area.
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Client Follow Up and Outcomes

Central Michigan 2 -1-1 follows up with callers to determine if the issue they were calling about
was resolved with the referrals they were given.
about the outcome of the callerds situation, provi

Did not
contact agency Client Refused Servic

3%

24%

Service inaccessible to calle 17%

17%

No response from agencyi

Service approved and pendin 14%
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Agency out of funds 5%
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Special Interest: Income Tax Assistance

Central Michigan 2 -1-1 provides referrals and schedules
appointments to Volunteer Income Tax Preparation
Assistance (VITA) sites throughout our region.

m 2016 m 2017

2211
1845 The bar graph to the left shows a monthly comparison of
VITA referrals from 2016 -2017, nearly a 20% increase in
2017.
1286

1004 1163 The bottom left chart shows the source of income for those
The VITA program is available for households with income
at or below $54,000 per year. Over a quarter (38%) of our

259 I I I referred to Volunteer Income Tax Assistance (VITA)
I callers who scheduled an appointment had annual income

programs.
January February March less than $10,000. This is seen in the pie chart below.

Salary/Wages meesssssssssssssssssssssmm—m 521 1%
Social Security m—————— 527
SSD mmmmmmmm 481
Pension mssm 328
SS| mmmm 276
Other mm 99
Unemployment ® 60
FIP Grant 1 31
No Income 1 27
Child Support I 27
Veteran's Benefits 1 26
SSI/SSD 4
Workers Comp 4

= $10,000 - $14,999
m $15,000 - $19,999
m $20,000 - $24,999
B $25,000 - $34,999
B $35,000 - $49,999

$50,000 - $74,999
B Less than $10,000

B No Income
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Central Michigan 2 -1-1 has existed for several years, yet we encounter new people who have used

our service. In the First Quarter of 2017, 598 callers (3%) called Central Michigan 2

-1-1 for the

first time. First time callers have a variety of needs. The chart to the right below, illustrates the top
ten most common referrals for these callers.

Top

Referral Source for First Time Callers

Internet, 2%
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Service Pay153 As s

VI TA Program Sites 139

Rel at ed Dri 88 Wa
Pantries 30
Service Payment 27 t an

Assista?2b6

Search Assis23
Service Paymenls8 i st
St amps/ SNAP 12

Furniture Pr9 on



Central Michigan ¢

27

Get Connected. Get Answers.

Stories From the Frontlines

Kim ran out of food two days pri
what to do. She was concerned about providing for her young

child and pet. While speaking with her workplace, they suggested

that she contacted 2 -1-1 to learn about community resources that
may be available for her and her family. Not knowing fully what to
expect Kim decided to make that call.

Kim explained her situation to the Information & Referral
Specialist, sharing her concern and financial situation. The
Specialist listened carefully and validated her concern about her
family and her pet. After asking a couple additional questions, the
Specialist gave Kim information about a nearby food pantry that
might help her and her family.

The I1&R Specialist also provided information about a program that
could help Kim with pet food during this difficult time. Kim was so
relieved as caring for the family pet had been difficult. Hearing
the need for additional support, the Specialist told Kim about a
resource that helps with low cost veterinary care. Kim was so
excited to hear that there were programs in the community for her
whole family!

The Specialist offered to follow up with Kim in a couple of days to
learn if she was able to access the resources. When the I&R
Specialist contacted Kim, she shared she went to the food pantry
and contacted the programs for her pet as well. She was so
grateful to learn support was available!




Stories From the Frontlines

Tammy recently experienced a house fire and lost all of her
belongings including formula for her infant daughter. Feeling
devastated and not knowing where to turn, a local agency
suggested that Tammy dial 2 -1-1.

Tammy called 2 -1-1 and began to share her experience. The
Information and Referral Specialist gave Tammy the time she
needed to explain her situation. The Specialist provided a
listening ear, hearing her fears and concerns. The Specialist
asked a few clarifying questions and was able to identify several
resources to support Tammy and her daughter. The Specialist
provided information about programs that could help with formula
and various household items to help rebuild her home.

Il n further conversation, the Spe
health coverage and access. Tammy shared her daughter had
Medicaid but didn't have a primary care physician. Tammy took

her daughter to the Emergency Room if she was sick because it

she had a hard time finding a pediatrician in the past. The

Specialist completed a brief screening and scheduled an

appointment for a2 -1-1 partner program to contact her directly to
assist her in finding a primary care doctor.

Tammy was encouraged and said she was starting to feel some
hope! She didndét know so much
glad she called 2 -1-1!

Central Michigan ¢

27

Get Connected. Get Answers.




Clinton County Summary
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Top Referrals

VI TA Program Sites 2, 38

Food Pantri es 687

El ectric Service Pa6b6?2

Ren Payment Assist 209

er al Furniture P169

Water Service Payme 141

Onl ine Tax PHielpianrgatS1 22

Service Payment 120

Hous. Search Assi 110

ng

Gener al Legal Aid 100

Central Michigan ¢

2¥F

Get Connected. Get Answers.

3000

2546

2500 2450

2099
2000
1500 Call Volume

Web Volume

1000
500

126 76
0 97

January February March
Top Unmet Needs
VI TA Program Sites* 445
El ectric Service Paym«76 As s
Water Service Payment 41 si st e
Rent Payment Assistan¢38
Gener al Furniture Proy31 ion
*Most common reason appointments were not ava



Central Michigan ¢

2¥F

JaCkson County Sum mary Get Connected. Get Answers.

To Referral s 1400
p 1302 1243

1200
1151

VI TA Program Sites 1, 08

1000

800

Electric Service Payd77 Call Volume
600 Web Volume
Food Pantries 116 400
200 145 123 97
Gener al Furniture Pr107 s ,
January February March

Rent Payment Assistadl Top Unmet Needs

Housing Search Assi sb53 VI TA Program Sitest? 547
Rental Deposit Assis49 E|lectric Service Payme48 Ass
Gener al Legal Aid 38 Rent Payment Assistanc25

Wat er Service Paymen37 Homel ess Mot el Voucherl?2
Home Rehabilitation 36 Rental Deposit Assista?

*Most common reason appointments were not a



Lenawee County Summary

Top

El e

Referral s

ctric Service Pay79

VI TA Program Sites 29

Ho u

Ren

sing Search Assi <sl4

t Payment Assistell

Food Pantries 10
Gas Service Payment 9
Furniture/ Home Furni8
gr ams

Gener al Legal Aid 8
Home Rent al Li stings¢s8
Property Tax Payments8

140

120

100

80

60

40

CJ)

20

Top

119

24

January

Un met

Central Michigan ¢

2¥F

Get Connected. Get Answers.

117
111

Call Volume

Web Volume

16
11

February March

Needs

VI TA Program Sites 14

El

Rent

Property

Communi

ectri

Pay ment

Service Pas8 As s
Assi st 4
Tax Paymen3 I st a

Shel ters 2



Livingston County Summary

Top Referrals

Homel ess Mot el Vouclt6 o6

El ectric Service Pay52

VI TA Program Sites 38
Assi <25

Housing Search

Rent Payment Assistel?
Food Pantries 16
Gener al Legal Aid 14
Gas Money 10

Extreme Cold War mi n¢9

Rent al Deposit Assi <9

160

140

120

100

80

60

40

20

Top

Communi ty

Ho me |

E

Chi

Ho me

33

147

January

29

Un met

ectri

110

February

Central Michigan ¢

2¥F

Get Connected. Get Answers.

142

Call Volume

Web Volume

34

March

Needs

Shel ters 9

ess Motel Vouc7?
Service Pai4 Ass
d Passenger Saf 2 eat s
Rehabilitation?2 ts



Shiawassee County Summary
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Advocacy: Helping Our Community

Latoya had just moved to Michigan from another state to escape

an abusive relationship. She was now in a safe environment and
staying with a family member. She missed her independence and
was unfamiliar with living in a new city or even a new state. Latoya
remembered contacting 2 -1-1 for information in the state she pre-
viously lived and wondered if that program was available here.

She decided to dial 2 -1-1, not knowing if it would work!

Latoya was pleasantly surprised to learn that 2 -1-1 was available,
she explained her current situation to the Information & Referral
Specialist. Latoya needed help obtaining her birth certificate or
identification card.

The Specialist gave instructions on how to obtain the documents

and also resources to help with the cost. Latoya stated that she

was nervous about calling agencies for help. The Specialist

vali dated Latoyads anxiety and of
Latoya was thankful for the offer and felt more at ease with the

additional support.

Together, Latoya and the Specialist were able to obtain help with

the cost of Latoyads identificat.i
information about domestic violence support groups in her new

area. Latoya was eager to learn that information and signed up

for a group that week! She was thankful that2  -1-1 was there to

help her get connected to her new city.




Local organizations benefit from being included in the 2-1-1 database not only because they get more
referrals but because those referrals are made with foresight and purpose. 2-1-1 stays in close contact
with these organizations to track the exact nature and availability of their resources, easing the burden
caused by incorrectly referred clients. 2-1-1 also faithfully and accurately reports community needs to
local and State government, helping to reveal hidden problems that might otherwise go unnoticed.

g @ B | d /:; - 7;‘1‘*_;@ 1 :
2-1-1 is committed to providing the highest level of community service. If you are unable to contact us by
dialing 2-1-1 then please call us toll-free at: 866-561-2500. 2-1-1 is primarily supported through
contributions from peopl é suppokirg thg pragiam, didl 2-1-¥Y ou dr e i nt

Search our database online - visit www.centralmichigan211.org !

A partnershipf CapitalArea United Wayl, ifeWays LivingstorCounty UnitedVay, Shiawasse&nited Way,
UnitedWay of Genesee County, United Way of Jackson County & United Way of Monroe/Lenawee Counties




