
 

 

2-1-1 Impact Report 

During this three month period, 2-1-1 received 236 calls 
from Hall, Hamilton, Howard, and Merrick counties. 

 

2-1-1 requests basic 
information from 
callers, such as 
address and zip code, 
to search for services 
available to them near 
their homes. 
 

 

2-1-1 is available 24 hours a day, 7 days a week by phone 
or online  at www.ne211.org. 

Call Volume 
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Did you know that clients may receive a call back from a 2-1-1 specialist?  Two staff members make Quality 
Assurance calls daily by selecting 15 calls at random to ask about the caller’s 2-1-1 experience.  In 2014, 

nearly 1,500 people answered five questions about their 
experience.  95% said the 2-1-1 specialist was helpful and 
knowledgeable, and more than 98% said the specialist presented 
the information in a courteous and friendly manner. 
 
Another reason for receiving a call back is for service outcomes.  
About 3 days after the initial call, the 2-1-1 specialist may call to 
find out if the caller’s need was met, who met that need (an 
agency, friend/family member, self, etc.), and if the caller 
attempted to reach any of the referrals given.  In 2014, 2-1-1 staff 
reached nearly 4,000 callers for a follow up call.  Three days after 

their initial call, 26% had been assisted by an agency, and another 9% had resolved their need another way.  
Of those who’s need was not yet resolved, 3% had an appointment scheduled, 14% had left a message for 
an agency, 14% had learned the agency(ies) were out of funds, and 11% had decided not to follow through 
with contacting the referrals given.   
 
An added benefit of reaching out to our callers is that 2-1-1 staff may be able to offer additional referrals or 
help the person with ideas for problem-solving.   

Customer Service: A Top Priority 
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Caller Needs 2015 
Each month, calls for Housing and Utilities 
assistance far surpass other caller needs and 
available community resources. This includes 
help for rent and utility payments, homeless 
shelters, subsidized housing, and related 
needs.   
 
Food and Meals includes everything from 
food pantries and co-ops to home delivered 
meals.   
 
Information Services are more general calls 
not connected to a particular service, i.e. 
hours, phone number, or general question.   
 
Callers with Health Care needs are seeking 
information about clinics, eye or dental care, 
immunizations, medical and prescription 
expense assistance, and a variety of other 
health related needs. 
 
Income Support/Assistance includes tax 
preparation help, Medicaid/Medicare, General 
Assistance, TANF, and other public assistance 
programs.   

Jeannie was referred to 2-1-1 by an agency.  Older and on a fixed income, 
she was unable to purchase all of the propane needed to heat her home.  The 
2-1-1 specialist provided referrals, and followed up with her a few days later.  
Jeannie was able to obtain financial assistance from an agency  to purchase 
the propane. 
 
Tonya was struggling to make her food budget stretch through the 
month.  She contacted 2-1-1 and was referred to a local food pantry where 
she received assistance for her family of three. 
 
Confused by all the paperwork, Gema called 2-1-1 in search of someone to 
help her apply for health insurance.  The specialist referred her to a local 
agency to help her navigate the path to obtain insurance coverage. 
 
Angie was experiencing difficulties with her landlord, and she needed 
help.  The 2-1-1 specialist referred her to two agencies that could educate her 
on her rights as a tenant and the responsibilities of a landlord. 

Impact Stories 


