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• Central Michigan 2-1-1 received 16,342 total calls* during the second quarter of  2018. 
 
• In Quarter 2, Central Michigan 2-1-1 received 11,484 referral calls, 1,071 informational 

calls and performed additional advocacy on 60 calls. 
 
• The top need expressed during this quarter was Electric Service Payment Assistance, 

with 2,109 referrals  in our service area. Second most common referral was Food   
Pantries with 1,090 total referrals.  

 
• The top unmet need during the second quarter was VITA Program Sites, due to callers 

calling at a point before new appointments could be made available. The second most 
common unmet need was Electric Service Payment Assistance, due to program availa-
bility.  

 
• Central Michigan 2-1-1 maintains an up-to-date database through both comprehensive, 

formal survey requests and interim updates throughout the year. 158 agencies            
updated their entire program information (formal update) in the second quarter. 

 
 
 
 

Second Quarter Highlights 

 *Call volume includes calls taken outside of our nine county area. 



 

 

Total Call Volume* vs. Total Web Searches 

*Call Volume only for our nine county area. 

2018           2017 
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Quarterly Call Volume by County 

Clinton, 243

Eaton, 
708

Genesee, 6205

Hillsdale, 104

Ingham, 5170

Jackson, 2890

Lenawee, 441

Livingston, 290 Shiawassee

, 240



 

 

Inside View: First Time Callers to 2-1-1 
Central Michigan 2-1-1 has existed for several years, yet we encounter new people who have   
never used our service.  In the 2nd Quarter of  2018, 134 callers (1%) called Central Michigan        
2-1-1 for the first time.  First time callers have a variety of  needs. The chart  below illustrates the 
top ten most common referrals for these callers. 

Top Ten Referrals for First Time  

Callers  

Electric Service Assistance 34 

Food Pantries 16 

Rent Payment Assistance 10 

Community Shelters 5 

Disaster Related Drinking Water 4 

Homeless Motel Vouchers 4 

Home Rehabilitation Grants 4 

Housing Search Assistance  3 

Low Income/Subsidized Private 3 

Water Service Payment Assis-3 
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Client Follow Up and Outcomes 

Did you receive the services you requested from 

the referral agencies? 

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 learn more about a person’s situation and are 
able to offer additional referrals for new concerns as well. Below is a graph showing the re-
sults of  follow up calls in Quarter 2 of  2018.   
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Special Interest: Utility/Rent 

Utility/Rent Unmet Needs and Reasons    

Service Reason Total Unmet 

Rent Payment Client Ineligible/No Documentation 26 

Electric Service Payment Client Ineligible/No Documentation 17 

Water Service Payment No Immediate Resource Available 6 

Rental Deposit Client Ineligible/No Documentation 4 

Gas Service Payment Client Ineligible/Income 4 

Average Bill Amount Total Utility/Rent Referrals 
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Stories From the Frontlines 
Rita is a senior citizen that is facing several health issues. 

Because of  her health issues she is unable to keep up with 

her utility payments. After going through an agency, be-

cause of  eligibility requirements she was not eligible for 

the service and was advised to call 2-1-1.  

Rita’s call to 2-1-1 was very productive in finding several 

agencies to contact that were available for assistance, but 

Rita needed help in the interim to ensure that her power re-

mained on until she had a chance to contact the agencies 

provided to her. The 2-1-1 Information & Referral Specialist 

advised Rita that they contact her service provider directly 

together and attempt to receive a medical hold on her ac-

count; given her health issues and the necessity of  having 

gas and electric services because of   the health issue.  

The Utility Provider understood Rita’s request and was effi-

cient and effective in ensuring that Rita received a medical 

hold on her account until she could receive assistance 

from the agencies provided by 2-1-1. Because of  the re-

sources provided by 2-1-1 and the compassion and dedica-

tion from Utility Provider and the Information and Referral 

Specialist; Rita was able to obtain a hold on her account 

long enough to receive energy assistance. 



 

 

Stories From the Frontlines 

Roberta is a senior citizen reliant on Social Security benefits. 
Having called 2-1-1 several times in the past for assistance, 2-
1-1 was her first call for help when she needed assistance for 
a roof  repair. After listening to her concerns and needs to 
reconcile her issue, the 2-1-1 Information & Referral Specialist 
began working to find solutions to Roberta’s problem.  

The 2-1-1 Information & Referral Specialist found that an 
agency offers Home Rehabilitation Grants to those who qualify 
and informed Roberta that she sounded like a candidate to 
apply for a grant from the agency to assist with her roof  repair. 
The 2-1-1 Information & Referral Specialist walked through the 
initial qualifications for service and document requirements so 
that Roberta could contact the agency being informed about 
her options and how to best proceed throughout the process.   

Roberta was able to receive the grant for her new roof, and 
informed 2-1-1 that she can rely on the organization any time 
she needs help. She stated that with the help of  2-1-1 and the 
agency that she could have someone completely the repairs 
she needed and no longer had to worry! 



 

 

Top Referrals 

Electric Service Payment Assistance 55 

Rent Payment Assistance 18 

Food Pantries 17 

VITA Program Sites 10 

Homeless Motel Vouchers 9 

Community Shelters 9 

General Legal Aid 8 

Low Income/Subsidized Private Rental 

Housing 
7 

Property Tax Payment Assistance 7 

General Federal Income Tax Information  4 

Top Unmet Needs 

VITA Program Sites 7 

Rental Deposit Assistance 2 

Rent Payment Assistance 2 

Electric Service Payment Assistance 2 

Food Pantries 2 

Clinton County Summary 
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Top Referrals 

Electric Service Payment Assistance 151 

Food Pantries 70 

VITA Program Sites 47 

Rent Payment Assistance 42 

Community Shelters 40 

Housing Search Assistance 22 

Water Service Payment Assistance 18 

Rental Deposit Assistance 17 

Property Tax Payment Assistance 13 

General Federal Income Tax Information  12 

Top Unmet Needs 

VITA Program Sites 12 

Rent Payment Assistance 9 

Electric Service Payment Assistance 5 

Food Pantries 3 

Automotive Repair And Maintenance  2 
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Top Referrals 

Electric Service Payment Assistance 1430 

Food Pantries 555 

Water Service Payment Assistance 456 

Disaster Related Drinking Water 347 

Rent Payment Assistance 312 

Gas Service Payment Assistance 247 

Water Filters 164 

Housing Search Assistance 157 

Food Lines 146 

Community Shelters 143 

Top Unmet Needs 

Disaster Related Drinking Water* 382 

Rent Payment Assistance 69 

Water Service Payment Assistance 60 

Rental Deposit Assistance 43 

Electric Service Payment Assistance 20 

Genesee County Summary 
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* Homebound water delivery program concluded. 



 

 

Top Referrals 

Electric Service Payment Assistance 32 

Rent Payment Assistance 18 

Home Rehabilitation Grants 8 

Food Pantries 5 

Rental Deposit Assistance 3 

Medical Care Expense Assistance 2 

Gas Service Payment Assistance 2 

Veterans Benefits Assistance 2 

General Legal Aid 2 

Central Intake/Assessment For Mental 

Health Services 
1 

Top Unmet Needs 

Housing Search Assistance 1 

Food Pantries 1 

Mortgage Payment Assistance 1 

VITA Program Sites 1 

Burial/Cremation Expense Assis-

tance 
1 

Hillsdale County Summary 
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Top Referrals 

Electric Service Payment Assistance 949 

Food Pantries 644 

Rent Payment Assistance 306 

VITA Programs Sites 278 

General Furniture Provision 202 

General Federal Income Tax Infor-

mation 
137 

Rental Deposit Assistance 126 

Housing Search Assistance 119 

Community Shelters 111 

General Legal Aid  56 

Top Unmet Needs 

VITA Program Sites* 341 

Electric Service Payment Assistance 75 

Rent Payment Assistance 61 

Online Tax Preparation/E-Filing Sites 57 

Rental Deposit Assistance 51 

Ingham County Summary 

* No immediate resource due to appointments being full when requested 
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Top Referrals 

Electric Service Payment Assistance 440 

VITA Program Sites 363 

Food Pantries 149 

Rent Payment Assistance 104 

Housing Search Assistance 80 

General Legal Aid 79 

General Furniture Provision 70 

Home Rehabilitation Grants 52 

Water Service Payment Assistance 38 

Community Shelters 35 

Top Unmet Needs 

VITA Program Sites* 578 

Rent Payment Assistance 32 

Electric Service Payment Assistance 18 

Rental Deposit Assistance 14 

Homeless Motel Vouchers 12 

Jackson County Summary 

* No immediate resource due to appointments being full when requested 
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Top Referrals 

Electric Service Payment Assistance 85 

Rent Payment Assistance 25 

VITA Program Sites 20 

Online Tax Preparation/ E-Filing Sites  17 

Housing Search Assistance 15 

Gas Service Payment Assistance 13 

Food Pantries 13 

Community Shelters 11 

Water Service Payment Assistance 11 

General Furniture Provision 9 

Top Unmet Needs 

VITA Program Sites* 96 

Rent Payment Assistance 5 

Electric Service Payment Assistance 4 

Housing Search Assistance 2 

Gas Service Payment Assistance 1 

Lenawee County Summary 
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* No immediate resource due to appointments being full 

when requested 



 

 

Top Referrals 

Electric Service Payment Assistance 46 

Homeless Motel Vouchers 28 

Rent Payment Assistance 25 

Food Pantries 18 

Home Rehabilitation Grants 15 

Housing Search Assistance 11 

Rental Deposit Assistance 10 

VITA Program Sites 9 

Gas Service Payment Assistance 8 

General Legal Aid 8 

Top Unmet Needs 

Homeless Motel Vouchers 3 

Home Rehabilitation Grants 2 

Rent Payment Assistance 2 

Electric Service Payment Assistance 2 

VITA Program Sites 1 

Livingston County Summary 
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Top Referrals 

Electric Service Payment Assistance 80 

Food Pantries 29 

Rent Payment Assistance 19 

Housing Search Assistance 14 

General Legal Aid 12 

Rental Deposit Assistance 9 

Gas Service Payment Assistance 8 

Low Income/ Subsidized Private Rental 

Housing  
5 

Community Shelters 5 

Food Lines 3 

Top Unmet Needs 

Electric Service Payment Assistance 4 

Rent Payment Assistance 3 

Community Shelters 2 

Food Pantries 2 

Food Lines 1 

Shiawassee County Summary 
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Advocacy: Going the Extra Mile 
Daniel; A veteran recently lost his roommate and because of  

a disability is reliant solely on his veterans benefits as an in-

come. With most of  Daniel’s income being allocated to rent 

with the loss of  his roommate; Daniel was struggling to pay 

his utility bill. To start, the 2-1-1 Information & Referral Spe-

cialist gave Daniel several resources ranging across several 

different agencies. 

While Daniel was able to get in contact with a representative 

at a specific agency, he was struggling to collect all the prop-

er documentation to adequately receive assistance. At this 

point the 2-1-1 Information & Referral Specialist stepped in 

and contacted the agency directly with Daniel. The agency 

contact was able to explain the requirements for service to 

Daniel, and together; Daniel and the representatives from 2-1-

1 and the agency were able to set up a plan of  action to en-

sure Daniel fulfilled the service requirements accurately.  

After a follow-up; Daniel was able to get the help he needed 

and ended up not only getting financial assistance but was al-

so able to get on an affordable plan so that he did not find 

himself  in this predicament again. This is a great example of  

both advocacy and community agencies working together to 

promote the welfare of  those in the community.  



 

 

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.

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 people like you!  If youôre interested in supporting the program, dial 2-1-1!

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

A partnership of Capital Area United Way, LifeWays, Livingston County United Way, 
United Way of Genesee County, United Way of Jackson County & United Way of Monroe/Lenawee Counties


