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A MESSAGE FROM  
OUR EXECUTIVE DIRECTOR

OUTCOMES | 2019 by the numbers

OUTCOMES | Who’s reaching out?

If I had to sum up  
the 2019-2020 fiscal year 
in just a few words it 
would be that we were  
in it together.

RESIDENTS CONTACTING 211

270,757
WEB SESSIONS

1,318,826
SOCIAL MEDIA IMPRESSIONS 

1,811,223

All day, every day, our Community Navigators were there to listen to 
residents - to help identify their needs and help them find the best 
resources for their situation. Whether it was on the phone, or online, we 
brought together those in need with the services and programs available.

We made hundreds of thousands of connections over the year. Each one 
is an individual finding the support they need, and that can make a real 
difference in a person’s life.

Of course when COVID-19 struck, the value of 211 became even more clear 
– a service that helps people navigate the maze of information out there to 
find what they need for their situation.

There are more than sixty thousand programs and services across the 
province – and they all had to change when COVID-19 hit. The 211 team 
worked feverishly to ensure they could provide Ontario residents accurate 
information about what was available, where it was available, and when it 
was available. 

The pandemic also accelerated projects that had been in the works and 
allowed really innovative partnerships to come together quickly. 

We hope to see more of that in the years to come.

Karen Milligan
Executive Director, Ontario 211 Services
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OUTCOMES | Service outcomes | Real caller stories

OUTCOMES | Service satisfaction

of those surveyed  
followed up on the  
referral provided

86%

of those surveyed  
would call 211 again

95% 

of those surveyed felt  
they were better prepared  
to manage their needs

83%

of those surveyed  
were very satisfied with 211

93%

of those surveyed  
feel getting help from 
a program or service 
improved their health

67%

WANT TO KNOW  
MORE ABOUT WHO IS 
CONTACTING 211? 
Our live, interactive dashboard provides 
basic demographic information about our 
callers and detailed reports on the needs 
and unmet needs identified. 

This information can be broken down by 
region, city, age, gender, and language. 

A POINT OF CONTACT 
DURING A CRISIS
211 continued to play a key role in 
supporting emergency responders 
in Ontario. 

During devastating floods 
in Ottawa, Muskoka, and 
Bracebridge, 211 was called upon 
to be an information channel for 
residents, connecting them with 
the supports available.

PUTTING FOOD ON THE TABLE

A senior called 211 saying she badly needed food. 211’s 
Community Navigator asked questions to assess the 
senior’s situation and learned she was on Old Age 
Security and was housebound by medical conditions. 
The senior said she was able to prepare meals if she 
had groceries but her next OAS payment was over a 
week away, so she had no money and no food at which 
point she started crying. 

211’s Community Navigator explained about mobile 
food banks and because the senior was so stressed, the 
Navigator called the mobile food bank and advocated 
on the senior’s behalf. The mobile food bank staff 
assured them they would get groceries to the senior 
immediately. The Navigator told her to call back any 
time she needed help.

“ THINGS ARE LOOKING UP”

A man called 211 explaining he had been experiencing 
homelessness for about a month. He has a dog that he did 
not want to board because his dog is his only friend so he 
required a shelter that can accommodate pets.  
He has been staying at a motel and was only going to 
be able to afford to stay there until the end of the week. 

The 211 Community Navigator reached out to 
different agencies in the area on his behalf. One of  
the local agencies was able to provide the caller  
with assistance. 

Making connections  
that improve people’s lives

The Community Navigator followed up 
with the man and he said he couldn’t 
be happier with the 211 service and 
that things were really looking up.
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Internally we continued our 
push to improve our systems 
and processes behind the 
scenes to ensure we were 
working better together to 
deliver the best service possible 
across the province. 

We continued to forge new partnerships to make it even easier for people to access services that improve 
well-being at a local, regional, provincial, or national level.

In it
TOGETHER
with partners to improve well-being

Legal Services and  
Public Safety Sector

Seniors Sector

Community  
Sector

Food Security  
Sector

Mental Health  
Sector

Newcomer Sector

Emergency 
Management Sector

Housing Sector

Health Sector

Youth Sector

Financial and Income 
Assistance Sector

Total number of  
active partnerships 131
Click here for a list of all  
active partnerships.
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A continued focus on leveraging 211 data
Many of our partnerships include the sharing of 211 data. 

In some cases, partners leverage caller data for decision-making 
to ensure programs and services are available where and when 
they’re needed.

In other cases, partners are using 211 resource data - information 
about where and what services exist - to directly point people to 
the support they need.

The Ontario Caregiver Organization (OCO) exists to 
support Ontario’s 3.3 Million caregivers; ordinary people 
who provide physical and emotional support to a family 
member, partner, friend or neighbour. It supports 
caregivers by being their one point of access  
to information, so they have what they need to be 
successful in their role.  

Behind the scenes, it’s 211 providing a bilingual, dedicated 
and confidential telephone and chat service. Telephone 
service is available 24 hours a day, 365 days a year. The 
chat service Monday through Friday 7am to 7pm.   

211 Also collects, de-identifies and provides to the OCO 
user data on a monthly basis.  

An innovative partnership between 211 Ontario and 
Ample Labs, a non-profit organization empowering those 
facing homelessness, resulted in a user-friendly app driven 
by artificial intelligence, called the Chalmers Chatbot. 

Chalmers is designed to help those experiencing 
homelessness find assistance addressing basic needs 
such as food, shelter, clothing banks and drop-ins. The 
chatbot uses 211’s repository of resource data about where 
programs and services are available in Toronto to provide 
users with up-to-date information and direct them to the 
best supports for their situation. 

It was recognized with a ‘Future Innovator award’ by  
the Change Foundation.

Due to COVID-19 concerns, all food banks under the umbrella of the Regional Food Distribution Association in  
Thunder Bay consolidated their services to form one centralized food bank with the help of the Salvation Army. 

The 211 system was instrumental in the success of this move, as the central hub for registration. 211 North 
registered more than 1,500 callers and 450 home delivery hampers for shut-in seniors. In addition, when those 
in need contacted 211, Community Navigators were able to make other referrals as required based on the needs 
assessment of individuals and families in crisis.

PARTNERSHIP HIGHLIGHT 

211 + ONTARIO CAREGIVER ORGANIZATION
PARTNERSHIP HIGHLIGHT 

211 + AMPLE LABS 

PARTNERSHIP HIGHLIGHT 

211 + FOOD BANKS IN THUNDER BAY

PARTNERS LEVERAGING 211’S COMMUNITY RESOURCE DATA
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In it together as a province  
to help those affected by COVID-19

Between March 16-March 31, total contact volume jumped 50% over the weeks and months leading up to the 
pandemic and levels continue to stay well above where they were at the beginning of the year. 

In mid-March the COVID-19 pandemic hit and everything changed almost immediately. System improvements 
in 2019 meant 211 Ontario was ready, as always, to jump into action in a crisis and take on the increased demand 
that would follow. 
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A MESSAGE FROM  
THE BOARD PRESIDENT
As Chair of the Ontario 211 Services Board of Directors, I’m pleased to see that there is now a better understanding of 
the impact that 211 services are having – by governments, by organizations, and by Ontarians. 

Of course, we are only able to do this because of the funding we receive from the Ontario Government’s Ministry of 
Children, Community and Social Services, United Ways, municipalities as well as other project funding sources. I’m 
proud to say that the vast majority of our investments are allocated to our front-line service. 

WHAT’S NEXT FOR 211 IN ONTARIO? Our priority will be to enhance our services by exploring new approaches to make 
it easier to access 211 - wherever and whenever Ontarians need our services. 

We will expand our digital and online services to meet the expectations of Ontarians. We will explore new partnerships 
for 211 to work with community-focused organizations across the province. And, we will continue to work with 
governments to design a better social and community services system that meets the changing needs of Ontarians. 

As we all know, COVID-19 continues to impact Ontarians. More people will need assistance navigating community 
support services. We will make sure they get that help whenever they contact 211. 

We will also continue to increase awareness of 211 – reinforcing the valuable role we play in improving the well-being of 
Ontario residents. 

DETAILED FINANCIAL STATEMENTS AVAILABLE UPON REQUEST

Barbara Kieley
Board President, Ontario 211 Services
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REVENUE | $5,088,158

EXPENSES | $5,042,198

81.76% 

9.63% 

8.58% 

0.04% 

Ministry of Children, Community and Social Services

Projects and Specialized Services

United Ways in Ontario

Other

75.46%

8.68%

9.35%

3.08%

2.18%

0.67%

0.54%

0.04%

Service Delivery

Consulting

Salaries and Management Services

Administrative

Marketing and Communications

Non-recoverable HST

Governance and System Development

Amortization of Capital Assets

Empowered people.  
Thriving, caring communities.  
That’s our vision. 

Our mission for 211 is to enhance access to services and strengthen 
community planning. We will do so by stewarding an integrated 211 
system for the well-being of people in Ontario. 

COVID-19 demonstrated that change is possible when we work collaboratively towards a shared vision. To our partners in 
Ontario who continue to play a role in the 211 system – thank you for being “in this together!”
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Help Starts Here
MORE INFORMATION

www.211ontario.ca

https://211ontario.ca

