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Reflections from the Executive Director and Board Chair 
On behalf of the entire Ontario 211 Services team and our 211 Ontario system 
partners, we are pleased to share with you our Annual Report 
for 2021/2022. 

While the numbers tell a story of the scope and breadth of our work over the 
last year, it is the people we serve and the staff who have answered the call 
that tell the real story of the impact of our collective efforts. 

The 211 team across the province who continued to respond to an increased 
demand for services are nothing short of incredible – compassionate, 
knowledgeable, creative and resilient. We hear difficult stories every day from 
clients about the complex issues they are facing in light of the rising costs of 
housing, gas and groceries, and the mental health impacts of more than two 
years of living through a pandemic. This has taken a toll on those working 
on the front lines. We continued to invest in mental health and wellbeing 
supports for staff to ensure they could continue to be there for Ontarians.

We are also incredibly grateful to our funders for their ongoing support of our 
work. First and foremost, to the Ministry of Children, Community and Social 
Services: thank you for investing in our frontline capacity so that we could 
support the Ontarians most impacted by the pandemic. And to United Ways 
and other funders across the province, thank you for helping us increase our 
capacity and invest in wellness supports for our frontline heroes.

Over the course of last year, we spent a lot of time thinking about how to prepare the 211 system for 
the future. We have embarked on a digital transformation to ensure that Ontarians can access 211 
when and where they need it. We have also set a course for further system and service integration, 
imagining new ways of working with government and partners in the sector to increase access to 
services and improve outcomes for those we serve. We are incredibly grateful to those who provided 
input and advice throughout this consultation phase.

The pandemic amplified the value of people and organizations working together to address the 
most urgent issues faced by vulnerable communities. Our work in the coming years will focus on 
leveraging what we’ve learned, adapting and scaling successful partnerships and enhancing the 211 
service, data insights and infrastructure. We will continue to invest in our people to ensure they can 
continue to deliver the best support to Ontarians. And we will continue to work collaboratively with 
network partners to create better pathways to services – and ultimately improve the wellbeing 
of Ontarians.

They say the only thing we know about the future is that it will be different. We are counting on it 
and we will be ready.

Karen Milligan
Executive Director
Ontario 211 Services

Barbara Kieley 
President and Chair
Ontario 211 Services
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OUR IMPACT 

Last year, more than 300,000 people contacted 211 for assistance with finding and accessing 
services. In addition to answering the call, 211’s certified resource data editors worked incredibly hard 
to keep current on the constantly shifting landscape of service changes, closures, new programs 
and new virtual supports. The numbers below tell the story for Ontario about the needs of those 
who contacted us, the unmet needs and the barriers to service. To learn about the needs in your 
community, visit our public dashboard at on.211.ca.

BY THE NUMBERS

354,341
RESIDENTS  CONTACTING 211
(CALLS, CHAT, TEXT, EMAIL)

626,282 

WEB 
SESSIONS

3,030,004  
 

SOCIAL MEDIA 
IMPRESSIONS

CALLER STORY

A woman with aging parents phoned 211 looking for in-home 
supports for her stepfather, who was diagnosed with stage four 
cancer. The family had a support worker coming into the home but 
needed additional support. During the conversation, the Community 
Navigator discovered the woman’s mother was struggling with the 
burden of caregiving and needed mental health support.  

By the end of the call, the Navigator was able to connect them to 
resources for both in-home supports and caregiver support for the 
woman’s mother.  

“I love when I can uncover additional problems people 
might not realize are there,” says Lisanne, the Navigator who 
answered the call. “Sometimes it’s a much bigger issue, and 
addressing that can help resolve other concerns.” 
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OUTCOMES | WHO’S REACHING OUT

FEMALE

51%
MALE

26%

ADULT

55%

OLDER 
ADULT

16%

51%  Female 

26% Male 

23% Other/Unknown

55% Adults

16% Older Adults

1%  Youth

28% Other/Unknown

CALLER STORY

A worker at a social service agency called 211. She was looking 
for services in the Vietnamese language for her client, who 
was a caregiver for a frail senior. The client was understandably 
overwhelmed with the many responsibilities of caregiving. The 
worker felt the client needed some assistance so they could 
cope better with their stress. 

After asking some questions, the 211 Community Navigator 
found several appropriate non-profit counselling programs in 
Vietnamese that were close to where the caregiver lived. She 
described the eligibility, services and how to apply for each one. 

The Community Navigator encouraged the caller to dial 2-1-1 
again anytime she needed more referrals. She also encouraged 
the worker to give the 211 number to her client and to let them 
know 211 has access to telephone interpretation in Vietnamese 
and more than 150 other languages.
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SERVICE OUTCOMES

of those surveyed 
followed up on 

some or all of the 
referrals provided

84%
of those surveyed 

felt they were better 
prepared to manage 

their needs

82%
of those surveyed feel 
getting help from a 
program or service 

improved their health

69%

CALLER STORY

A woman dialled 2-1-1 and was very distraught when the 
Navigator answered the phone. She was crying and when he 
asked what was going on, she said she was 78 years old, lived in 
an apartment and had a dog who had recently been killed. 

The woman was looking for somebody to talk to. The Navigator 
was able to find a referral in our database for a pet loss 
bereavement support group. He gave her the information and 
asked if he could do a follow up.  

Ten days later when the Navigator called her, she said she had 
been to the group and it was a very supportive environment. She 
added that she was looking forward to going to more monthly 
meetings and spending time with other people who had lost 
their pets. She had felt alone, but this was a group where it was 
OK to cry, laugh and share memories. 

“It was rewarding to know we connected her with 
something so meaningful,” said Faed, the Navigator 
who answered the call. 
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OUTCOMES | SERVICE SATISFACTION 

of those surveyed 
would call 211 again

95%
of those surveyed were 
very satisfied with 211 

94%

STRONGER TOGETHER | PARTNERSHIPS

For years we have said that 211 is Powered by Partnerships – this has never been more true. 
Throughout COVID, communities have come together to find creative ways to meet the most urgent 
needs of their residents, and 211 partners played a critical role in dozens of local initiatives.  

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 213

22 14 44

14 05 09

48 15 12

12 18
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PARTNERSHIP HIGHLIGHTS

Provincially, 211 continued to support many specialized helplines as a professional and warm “front 
door” to service, such as the Good2Talk Post-Secondary Mental Health Helpline, the ReportON 
helpline and the Ontario Caregiver Helpline. 211 also provided a telephone point of contact for the 
Ontario Community Support Association’s meal, prescription delivery and transportation services for 
those who could not register online.

Our service delivery partner at 211 Central East (Community Connection) also continues to partner 
with local family health teams, hospitals, and paramedic services to receive referrals for patients 
impacted by Social Determinants of Health (e.g., income, food security). With these needs 
supported, patients can be more focused on their health and wellbeing. This is also called closed-
loop referrals as the clinician receives an outcome report for the eReferrals made to 211. Community 
Connection has partnered with the South Georgian Bay OHT to develop a Community Information 
Exchange network and digital data-sharing platform that will enable care coordination across 
health and social service systems. 211’s Community Navigators play a key role in addressing the social 
determinants of health, and helping vulnerable people successfully connect with the help they need 
to improve their wellbeing. 

Another local 211 partner initiative that is breaking new ground is the work underway in priority 
neighbourhoods in Toronto to provide a community-based response to mental health crisis calls. 
Working with the City of Toronto, Toronto Police, 911 and community-based mental health crisis 
teams, 211 Central/Findhelp is playing a critical role as the front door for mental health services. The 
Toronto Community Crisis Services pilots are in the early stages and will be carefully evaluated, but 
there is great interest and support for seeing this innovative model implemented in other Ontario 
communities as an alternative response to mental health crisis and wellness calls. 
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FINANCIALS 

We were very grateful to have increased our resources last year to match our need for additional 
211 frontline capacity. As in prior years, the vast majority of our available funding was allocated to 
frontline services, including supporting an integrated technology infrastructure that enables 24/7 
service delivery for 211 and other specialized helplines.

Looking forward, we will work hard to increase the level of funding for 211 in Ontario so that we can 
continue to provide a reliable and helpful front door to services for Ontarians.

Revenue | $6,475,000

$5,071,000 Ministry of Children, 
Community and Social Services

$883,000 Project and Specialized Services

$478,000 United Ways in Ontario

$43,000 Others

Expenses | $6,324,000

$168,000 Administrative

$4,639,000 Service Delivery

$4,000 Governance and System Development

$114,000 Marketing and Communications

$812,000 Consulting

$527,000 Salaries and Management Services

$59,000 Non-recoverable HST

$1 Amortization of Capital Assets
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