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Second Quarter Highlights

Central Michigan 2 -1-1 received 19,100 total calls* during the second quarter of 2016.

In Quarter 2, Central Michigan 2 -1-1 received 16,976 referral calls, 2,036 informational
calls and performed additional advocacy on 66 calls.

The top need expressed during this quarter was Electric Payment Assistance, 3,376
referrals in our service area. Second most common referral was Disaster Related
Drinking Water with 2,487 total referrals.

The top unmet need during the second quarter was VITA Program Sites, due
appointments being full when the caller requested. The second most common unmet
need was Electric Service Payment Assistance. The most common reason was
callers being unable to receive assistance in time to meet their need.

Central Michigan 2 -1-1 maintains an up -to-date database through both comprehensive,
formal survey requests and interim updates throughout the year. 242 agencies
updated their entire program information (formal update) in the second quarter.

916 agencies were updated with interim updates such as funding, hours, new
services, phone number changes etc. This is nearly 69% of our entire database!

* Call volume includes calls taken outside of our nine county area.
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Total Call Volume* vs. Total Web Searches
2015 2016

Web Volume
6% 2,380 Web Volume
6%2,941

*Call Voolume only for our nine county area.
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Livingston 386 Clinton, 289
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Inside View: First Time Callers to 2

Central Michigan 2 -1-1 has existed for several years, yet we encounter new people who have never used

-1-1

our service. In the 2nd Quarter of 2016, 1,150 callers (6%) called Central Michigan 2

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.

First Time Callers vs. All Other Callers

Top Ten Referrals for First Time
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Client Follow Up and Outcomes

Central Michigan 2 -1-1 follows up with callers between 2 -3 days up to 1 week, depending on the
need, to learn whether callers received services based on our referrals given. Often times during

a follow up call, our Specialists | earn more about a
tional referrals for new concerns as well. Below is a graph showing the results of follow up calls
in Quarter 2 of 2016.

Did you receive the services you requested Top Reasons for not Receiving Services
from the referral agencies?

No response from agency || | N NG 40%
Did not contact agency [N 17%
Agency out of funds - 11%
Ineligible for service - 10%

Top 5 Categories of FolloWp Calls

I
Not I
Applicable/No I
Referrals I
Given R
2%
0% 5% 10% 15% 20% 25%
B Food/Meals H Clothing/Household Needs
B Disaster Services ® Housing

B Utility Assistance



Special Interest: Utility/Rent
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Average Bill AmountTotal Utility/ Ren

$1,400.00 Rental Deposi Pa Vr:i':]etrzeﬂ

$1,200.00 264

$1,000.00

$800.00

$600.00

$400.00 Gas Payment_—

121
$200.00
$_
Electric GasPayment Rent Rental Water
Payment Payment Deposit Payment
Assistance
Utility/Rent Unmet Needs and Reasons

Service Reason Total Unmet
El ectric Service P No I mmedi ate Re 44
Rent Payment Client I neligible/ No Documém®tati on
Water Service Paym Client I neligible 4
Rent al Deposit No I mmedi ate Resource 10
Gas Service Paymen No I mmedi ate Re 2




Stories From the Frontlines

Alyssa had called 2 -1-1 a few days earlier to find help paying her
utility bill. She was referred to an agency in a part of town that
she was unfamiliar with. Having trouble locating the agency, and
without family or friends in the area, she decided to call 2 -1-1
back for help.

When the Information and Referral Specialist answered, Alyssa
explained having called previously and really needing help to find
the agency for her appointment to receive help on her electric

bill. The Specialist listened to Alyssa and could sense that she
was nervous and stressed . The
emotions and pulled up a map to help her navigate to the agency.
The Specialist stayed on the line with Alyssa until she safely
reached the agency.

Alyssa was so relieved and delighted that she made it to the
agency safely, and on time for her appointment. The Specialist
was glad they were able to help Alyssa arrive to her much needed
appointment. The Specialist followed up with Alyssa the next day
and learned she received the assistance she needed on her utility
bill and she confidently made it home okay! Alyssa was very
grateful for the extra support and thankful she received the
service she so desperately needed!
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Stories From the Frontlines

Shawn is 78 year old widower that recently had a stroke
and was concerned about living alone. He was speaking
with his local Senior Center about his fears and they
suggest he dial 2 -1-1 to see what support was available.

When Shawn called he explained his situation to the
Information and Referral Specialist, expressing how
worried he is to alone and also not longer able to afford a
landline in his home. The Specialist listened carefully
and thoughtfully and started to search for resources that
could support him at home.

After |l earning information a
Specialist verified program eligibility and explained in-
formation about a free cell phone or landline program.

The Specialist explained the eligibility requirements and

how apply for the program. After sharing the program
information, the Specialist encouraged him to call back if

he has any difficulty receiving the help.

About an hour later Shawn did call back, very frustrated

and explained that he was having trouble answering the
phone prompts in enough time and wasn't able to reach

a representative to start the program. The Specialist
acknowl edged Shawnodos feeling
together. The Specialist made the call and helped Shawn
navigate the prompts and reach a representative. A week

later the Specialist checked in with Shawn. He already
received a free cell phone and felt much more at ease!
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Top Referrals 140
: : 120
El ectric Service Pay 61 115
100 104
i 80
Food Pantri es 40 o call Volume
60 Web Volume
Gener al Legal Aid 15 40
20 11 17
Rent Payment Assistancels 2
April May June
Housing Search Assi s 9,*|-Op Un me t Needs
Gas Service Payment Assi7¢VI TA Program Sites?* 10
General Furniture Pr glEdectric Service Paymen2 As
Home Rental Listings glfFood Pantries 2
Baby Furniture 5General Furniture Provizdion
Homel ess Motel Vouchers s/Géneral Dentistry 1
* No i mmediate resource due to appoint
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Top Referrals 300
. : 250 249

Electric Service Pay 16| 224 236

200
Food Pantries 67 5 Call Volume

Web Volume

Rent Payment Assista 47"

50

. 18 24
Gener al Legal Aid 2 4 . 21
April May June

VI TA Program Sites 24Top Unmet Needs
Community Shelters 23VI TA Program Sitest* 33
Onl i ne Tax Piepamagt iS 19Rent Payment Assistancd4
Gener al Furniture Provil€El ectric Service Pa 5/ As s
Homel ess Motel Vouch l1/Food Pantries 2
Housing Search Assistalddwater Service Payme 2/si st

* No i mmediate resource due to appoint:i
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Top Referrals 3500

3000 2819 2904 3065
Di saster Rel ated Dri 2 4 8

2500

. . 2000

El ectric Service Paymadasd Call Volume

1500 Web Volume
Water Filters 7 4|« 1000

500
Food Pantri es 31} = 120 108

May June April

Residential Recyclin 310 pamsn met Needs
Tap Water Testing 29Water Filters* 108
Rent Payment ASSi st a 20/El ectric Service Paymemdid4d AS S
Water Filter Installat2mbDi saster Rel ated Dr 53g We
Water Quality Assur a 13Rent Payment Assistancd®6
Water Service Payment W3VITA Program Sitest* 29

*Mostly request for shower filters

** No i mmedi ate resource due to appoi n:



Hillsdale County Summary

Top Referrals

45 44 a4

40 39
El ectric Service Pay 2235

30
Rent Payment Assistance6| 2 Call Volume

20 22 Web Volume
General Furniture Pr 5

10 7 2

5
General Legal Aid 5

April May June

Homel ess Mot el Vouch 4Top Unmet Needs
Housing Search Assistan4Electric Service P 30t As s
VI TA Program Sites 4Wor k Cl othing 2
Food Pantries 3)ICommunity Shelters 1
Gener al Dentistry 3|/IGener al Appliance Provljsion
Wor k Cl ot hing 3lJRent Payment Assi s 1
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Top Referrals 2500
Food Pantri es Q9 5 |, 2000 1993 1960
1500 1599
El ectric Service Paynmmern call Volume
1000 Web Volume

Rent Payment Assi st 344
500

90
General Furniture Pr @i o 78
April May June
Community Shelters 19 op Unmet Needs
Homel ess Motel Vouchelr7sVl TA Program Sites* 260
Housing Search Assi 15MReent Payment Assistance39

Online Tax Piepamat SAAR2LEl ectri c Service Payme 31 Assi

Rent al Deposit Assi 12fFcocod Pantries 27

General Legal Aid 12/ Community Shelters 17

* No i mmedi ate resource due to appoint merl
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Top Referrals 1000

795 853

El ectric Service Pay 501322
600
Food Pantri es 18| 500 Call Volume

400 Web Volume

Rent Payment Assista 13} 30

200
122 10 Lo
100

VI TA Program Sites 12|

April May June

General Furniture Pr 10{ioop Unmet Needs

Gener al Legal Aid 71VI TA Program Assistanc 44
Housing Search Assis SOEl ectric Service Paymen®2Ass
Low I ncome/ Subsidized »3iRent Payment Assistanc 18
Housi ng

Rental Deposit Assis 3tHomel ess Motel Vouchers 17

Medi cal Appoint ment Tragghutomotive Repalr 11

* No i mmediate resource due to appointm



Lenawee County Summary

Central Michigan ¢

2¥F

Get Connected. Get Answers.

Top Referrals 160
148
140
Electric Service Pay 8 2 120 118 118
100
Housing Search Assistab4 = Call Volume
Web Volume
60
Food Pantries 13 4
20
20 14 19
Rent Payment Assistancé&2
April May June
General Legal Aid 11Top Unmet Needs
Section 8 Housing Choi coEl ectric Service Pa 7/, Ass
VI TA Program Sites glHome Rehabilitation Gr a3|ts
Water Service Payment ACommunity Shelters 2
Gas Service Payment 6|Gatsa Nnvboen e y 2
Home Rent al Li stings 6lHomel ess Mot el Vouc 2
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Top Referrals 160

140 134 141
El ectric Service Pay 6 4 120 11z

100
Homel ess Mot el Voucher5s6 so Call Volume

Web Volume

60
Housing Search Assi ¢ 2 XA a0 33 32

20 26
Food Pantri es 19 o

April May June

General Legal Aid 13Top Unmet Needs
Rent Payment AssistancledCommunity Shelters 9
Home Rehabilitation 1 ghiogmel ess Motel Vouchers?
Home Maintenance and MBIEl ectric Service Pa 6/ As s
Services
Low I ncome/ Subsi di zce 8lHousi agRSefasfalch Assi st andle
Housing
Medi caid Applications 6/Rent Payment Assi st 3
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Top Referrals 120
111
100 98
El ectric Service Pay 11 %
80
Food Pantries 27 ., Call Volume
Web Volume
Rent Payment Assista 16
20 13 12 19
Community Shelters 15 .
April May June
Section 8 Housing Ch 8T8/Bucuhnenr1§t Needs
Undesignated Temporary FRent Payment Assi st a 5
Assi stance
Prescription Expense 6|Else athiciec Service Paymend AsSs
General Legal Aid 5l6Housi ng Search Assi s 3| e
Physician Referrals 5\Emer gency Dent al Car e 2
Rent al Deposit AssistanB®Gas Money 2
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Advocacy: Going the Extra Mile

David just turned 76 years old and decided that he wanted to move
closer to his family. He was having trouble finding an apartment in

the area and in a price range he could afford. Not knowing what

el se to try, Davi ddés daughi-Ektoses ug
what options were available.

When David contacted 2 -1-1 he told the Specialist that he was

looking for an affordable apartment near his daughter and grand-
kids. The Speciali st empathically
started looking for a options in his area.

The Specialist | earned Davi d
didndédt know how to use one.
learn though. The Information and Referral offered to mail a list of

local rental units to him so he could try to find a new home that
might work for him.

The Specialist checked in with David a few days later to confirm he
received the I|Iistings in the mail
desire to learn how to use a computer on his first call to 2 -1-1, the
Specialist also shared information about free computer classes

both in the area that he currently lives and where he wants to

move to. David was very excited to find a new home and to learn a

new skill!




Local organizations benefit from being included in the A-1 database not only because they get
more referrals but because those referrals are made with foresight and purpose:121 stays in
close contact with these organizations to track the exact nature and availability of their
resources, easing the burden caused by incorrectly referred clients2-1-1 also faithfully and
accurately reports community needs to local and State government, helping to reveal hidden
problems that might otherwise go unnoticed

N i
N

2-1-1 is committed to providing the ﬁljghest evelo ommunlty service. If you are unable to
contact us by dlallng 21-1 then please caII us toHree at: 866-561-2500. 2—1 1 IS prlmarlly

~ ~ yd ~ ~ ~ VT ~

program, dial 2-1-1!

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

A partnershipf CapitalArea United WaykatonCounty United WayLenawedJnitedWay, LifeWays
LivingstonCounty UnitedWay, Shiawasse&nited Way,
United Way of Genesee County & United Way of Jackson County

| IfeW ayS United

Community Mental Health Way




