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Live in a Northern Community?
Looking for Community Resources?
211 Serves Your Neighbourhood
Call 211 or visit 211north.ca
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211
Benefits of 211

Telephone - Dial 2-1-1
The 3 digit dialing code provides free, confidential
multilingual access to information & referrals to
the full range of non-emergency community,
social, health, and government services. 211 calls
are responded by Certified Information & Referral
Specialists who assess each caller's needs and
link them to the best available resources.

211 is a critical information system and
an easy way to find or give help in your
community. 211 also:
aims at directing non-emergency calls
away 911
links residents to the community and
helps them access services
eliminates confusion and frustration
about where to go for help

Online - visit 211north.ca
211north.ca - a comprehensive, easy to search
online Directory of Human Services, operates as
the gateway to all social programs located in
Northern Ontario. It contains over 2,800 agency
profiles with over 10,000 service listings.

24/7 - 365 days a year

reduces workers time researching
services to help their clients
improves community planning via user
needs and other statistics
responds to municipal and community
need in an emergency and disaster
functions as a Public Inquiry Line on
behalf of municipalities in a disaster or
emergency

211 in Ontario

211 North - a program of the Lakehead Social Planning Council in Thunder Bay, operates 211 as one of 6
provincial regional partners, for all of Northern Ontario through its accredited Community Information &
Referral Centre since 2011.
211 is available to 100% of Ontarians and is provided by a network of 6 Regional Service Provides with
contact centres located in Thunder Bay, Toronto, Windsor, Ottawa, St. Catharines, and Collingwood.
211's impact is demonstrated in the number of connections to resources made every day through our
phone service, our online channels, and our many community and provincial partnerships. The numbers
tell the story of who calls 211, what they are looking for, and how we helped them. They also tell the story
of improvements in people's well-being as a result of being connected to services and to their
communities.
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211 NORTH SNAPSHOT

22,317

Phone Calls Answered
Calling 211 connects you to an
Information & Referral Specialist who
will conduct a needs assessment
and provide referrals to appropriate
services.

2,644

450,859

Online Directory Users
Service organizations and members
of the public can access 211 online
and use the professionally managed
database of programs and services,
available at www.211north.ca

24,730

166

Email Requests for Help
Email inquiries are made using
the "Ask A Question" feature on
the www.211north.ca website.
Email inquiries are answered
M-F, 7am to 7pm.

116*

Walk-in Requests for Help

Referrals Provided

Follow-ups Conducted

211 North is located in the Lakehead
Social Planning Council and our
fully accessible store front office is
conveniently located in Victoriaville
Centre in Thunder Bay.

Frequently, and when available,
individuals are provided with
more than one referral to meet
the presented need. Referrals are
made to government, community,
health and social services.

Specialists may offer followup to inquirers to determine if
the referrals provided were
successful and/or to check on
the progress the inquirer has
made in connecting with
services.

96%

Would Call Again
Callers to 211 are asked to participate
in a quality assurance survey after
they have finished speaking with a
Specialist. These callers are also
asked to participate in a follow-up
survey within 10 days.
*of tracked telephone and email requests

58%*

Multiple Needs Identified
Some callers have direct and/or
straightforward
requests
for
information or services. Other callers
often present multiple needs and
some are even identified during an
Information & Referral interaction.

96%*

Needs Met

Each need and request for
information is documented when
someone contacts 211 for help.
When services are available to
meet the identified need, the
need is tracked as "met".
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LOCATION OF USERS

USER PROFILE

LOCATION OF NORTHERN ONT CALLERS
3%

1%

AGE*

11%

Nipissing

Sudbury

Timiskaming

2%

83%

1%

Cochrane

15%

Adult
25-59

Older Adult
60+

2%

Youth/Child
under 24

Manitoulin

GENDER*
2%

15%

Kenora

1%

66%

Algoma

Thunder
Bay

Rainy
River

67%

32%

Female

Male

1%

Other

LOCATION OF ONLINE USERS
The 211 North online database of human services is
located at www.211north.ca and contains information
on programs and services available to individuals
living in Northern Ontario. The majority of online users
are located in Northern Ontario followed by those
located in Southern Ontario. The users outside Ontario
are from other Provinces/Territories in Canada, the
United States and several international users.
19%

12%

N = 12,345

6%

5%

10%
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Southern Ontario

Outside Ontario

5%

1%
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32%

Service organizations and members of the public
can access 211 online and use the professionally
managed database of programs and services.
Resource records are kept accurate and up to date
with the help of organizations through the selfdirected, online updating process.

Location of Northern Online Users
by Districts

7%

58%
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*of tracked telephone and email requests. Demographic information is only collected when it has been
disclosed during the information and referral interaction.

PAGE 5

BEYOND THE NUMBERS
An overwhelmed woman in a new community.

A young mother looking for activities

An emotionally distressed woman called 211
feeling overwhelmed with her recent move to
Thunder Bay.
She indicated that she was
hesitant to relocate from southern Ontario in the
first place because of her many health issues
and was now needing and missing the company
and support of her family and friends.

A young mother called 211 because she had
recently had a baby and wanted to know if there
were programs for her and her infant to attend
together. The 211 Specialist provided her with
information on Our Kids Count, a local agency
that provides a place for families to get involved
in play and creative activities along with other
parents and children. The Specialist also informed
the caller of the other family focused services the
agency offers and provided information on the
Best Start available in her area.

The 211 Specialist connected her with the local
distress centre and followed up with her the next
day. During the follow-up conversation it
became clear that the caller needed help with
mental health issues like counselling as well as
medical services.
The 211 Specialist referred the caller to the
NorWest Community Health Centre, located not
only close to her home, but a Centre that serves
people who have a higher risk of poor health,
offering programs that consider social,
emotional and financial needs of its clients. Its
team features family physicians, nurses, nurse
practitioners,
counsellors,
dietitians,
and
community health workers.
The caller was happy to hear that its
programming
also
included
recreational
activities for seniors and volunteer opportunities
that would help her meet new people in the
community.

What callers say
"The Specialist I spoke with was amazing, I really
appreciated her calming voice during my call.
Thank you so much for having this service."
"This was my first call to 211 and I was able to
get the information and phone number I was
looking for."
"I just got off the street and I have not had food
for two days. The lady at 211 gave me
information so I can go to a food bank and she
told me about other food and cooking
programs. Thank you for your help"
""The agent was terrific overall it was a great
experience."

"The Ontario 211 system has been an invaluable
partner in helping the ministry deliver on several
initiatives, including the ReportON service. The
Team at ON211 is professional, reliable and
diligent in delivering on its commitments."
The Honourable Dr. Helena Jaczek Minister of
Community & Social Services

"My EI application was taking a long time to
process and I did not have any more money to
pay my rent or bills. 211 connected me to my MPP
who was able to get my EI processed quickly. "
"I love this service and the staff at 211 went above
and beyond to help me out."
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IDENTIFIED USER NEEDS

Our trained Information and Referral Specialists understand how difficult it can be to ask for help, let alone find it.
They make a point of taking the time to find the services that best fit the inquirer’s need. Most of the time,
Specialists are able to locate appropriate services to meet an inquirer's need, and these are identified as "met
needs". When the Specialist is unable to locate an appropriate service to meet an inquirer's need, they are
identified as "unmet needs". When needs are identified as unmet, the reason for the unmet need is also
documented. Reasons for unmet needs include the following:
Full/waiting list
Ineligible for service
No service found to meet need
Service resources depleted
Inquirer unable to connect with service
Hours of service did not meet needs
Cannot afford the service
No transportation
Language barrier
Inquirer refused referral**

18,962*

18,288

Needs Identified

674

Unmet Needs

Met Needs

A full list of met/unmet needs is available on the lspc.ca website. The list is
available in Excel and can be used for analysis of met/unmet needs.

TOP 4 IDENTIFIED NEEDS

TOP 4 IDENTIFIED UNMET NEEDS

The top 4 categories represent the majority of the
identified needs (68%). Identified needs include
both met and unmet needs.

The top 4 categories represent a large percentage of
the documented unmet needs (90%).

3,756

3,567

3,223

38

127
2,260

20%

19%

1. Health Care

17%

12%

304

3. Community Services
2. Basic Needs
4. Consumer Services

In total there are 10 categories, the remaining six are:
Individual & Family Life (10%)
Criminal Justice & Legal Services (8%)
Income Support & Employment (7%)
Mental Health & Addiction Services (5%)
Environment & Public Health/Safety (1%)
Education (1%)

134
Individual & Family Life
Basic Needs
Health Care
Community Services

The remaining six categories are:
Income Support & Employment (4%)
Consumer Services (2%)
Criminal Justice & Legal Services (2%)
Education (1%)
Mental Health & Addiction Services (1%)
Environment & Public Health/Safety (0%)

* of tracked telephone and email requests.
** only used for part of the year, the option is no longer used
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IDENTIFIED USER NEEDS cont'd
1. HEALTH CARE
The Health Care Services category reflects requests for
services whose primary purpose is to help people achieve
and maintain physical well-being. The two top health care
categories identified are defined further and include the
total number of identified needs.

Outpatient Health Facilities - 1,359
Community Health Centres - 138
Hospital Based Outpatient Services - 5
Mobile Health Care - 2
Outpatient Health Facilities - 1
Urgent Care Centres - 58
Walk In Medical Clinics - 1,155

1,359

198
1,032
583

Identified Needs

Specialized Treatment & Prevention
Health Screening/Diagnostic Services
Health Supportive Services

Health Facilities

Health Supportive Services - 1,032
Assistive Technology Equipment - 137
Blood Supply/Organ Donor Assistance - 8
Health Care Referrals - 365
Health Education - 126
Health Insurance/Dental Coverage - 7
Health Supportive Services - 16
Long Term Care Coordination Centres - 73
Medical Equipment/Supplies - 28
Medical Expense Assistance - 141
Patient/Family Support Services - 22
Pharmacies - 109

Health Care - Unmet Needs - 127
Health Supportive Services - 59
Service resources depleted - 5
Cannot afford the service - 4
Full/waiting list - 1
Hours of service did not meet needs - 1
Ineligible for service - 10
Inquirer refused referral - 5
No service found to meet need - 33
Outpatient Health Facilities - 33
Hours of service did not meet needs - 21
Inquirer refused referral - 4
Inquirer unable to connect with service - 5
No service found to meet need - 3

Health Screening/Diagnostic Services - 2
Service resources depleted - 1
No service found to meet need - 1
Medical Laboratories - 1
Inquirer unable to connect with service - 1
Emergency Medical Care - 1
Inquirer refused referral - 1
Rehabilitation/Habilitation Services - 1
Ineligible for service - 1

Specialized Treatment & Prevention - 29
Cannot afford the service - 1
Ineligible for service - 4
Inquirer refused referral - 3
Inquirer unable to connect with service - 1
No service found to meet need - 20
Data represents the number of tracked telephone and email requests.
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IDENTIFIED USER NEEDS cont'd
2. BASIC NEEDS
The Basic Needs category reflects requests for services
whose primary purpose is to help people meet their basic
needs, such as food and shelter. The two top basic needs
categories identified are defined further and include the
total number of identified needs.
1,053

925

Identified Needs

Transportation

Food

Note: Christmas Hamper needs are
captured under Individual & Family Life.

Housing/Shelter - 935
Emergency Shelter - 262
Home Improvement/Accessibility - 112
Home Insurance - 1
Home Purchase/Financing/Refinancing - 1
Housing Expense Assistance - 106
935
Housing Search and Information - 62
Moving Assistance - 22
Residential Housing Options - 156
Subsidized Housing - 122
Supportive Housing - 76
Transitional Housing/Shelter - 15

442

Utilities

Food - 1,053
Emergency Food - 930
Food Outlets - 12
Food Production - 6
Meals - 105

Housing/Shelter

Basic Needs - Unmet Needs - 134
Utilities - 56
Service resources depleted - 6
Ineligible for service - 41
Inquirer unable to connect with service - 2
No resource found to meet need - 7
Housing/Shelter - 31
Service resources depleted - 2
Full/waiting list - 3
Ineligible for service - 8
No transportation - 1
Inquirer refused referral - 1
No service found to meet need - 16

Transportation - 20
Service resources depleted - 2
Cannot afford the service - 1
Full/waiting list - 3
Ineligible for service - 5
Inquirer refused referral - 3
No service found to meet need - 6
Material Goods - 20
Ineligible for service - 1
Inquirer refused referral - 2
No service found to meet need - 4

Food - 20
Service resources depleted - 1
Hours of service did not meet needs of inquirer - 9
No transportation - 2
Inquirer refused referral - 2
No service found to meet need - 6
Data represents the number of tracked telephone and email requests.
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IDENTIFIED USER NEEDS cont'd
3. COMMUNITY/ORGANIZATIONAL SERVICES
The Community/Organizational Services category reflects
requests for programs that are intended to enhance the
personal lives of people in the community in a variety of
ways. Services may offer information and guidance
regarding the planning, implementation and evaluation of
needed services; advocate for changes that will have a
beneficial effect on the community and its residents; or
introduce other ways of improving social, cultural, economic
or environmental conditions.
1,305

155

290

Identified Needs

Information Services - 1,305
Accessibility/Charity Information - 2
Electronic Information Resources - 45
Information & Referral - 344
Information Lines/Services - 729
Libraries - 57
Media/Communications - 40
Public Awareness/Education - 87
Service Sector/Industry Statistics - 1

Community Groups & Government Offices - 1,013
Administrative Entities & Tribunals - 189
Agency Administrative - 308
Charities/Grantmaking Organizations - 22
1,013
Civic Groups - 74
Community Action/Advocacy Groups - 67
Planning/Coordinating/Advisory Groups - 9
Public Officials - 344

Community Planning & Public Works
Community Facilities/Centres
Information Services
Community Groups & Government Offices

Community/Organizational Services - Unmet Needs - 38
Donor Services - 11
Ineligible for service - 1
No service found to meet need - 10
Information Services - 10
Cannot afford the service - 1
Hours of service did not meet needs - 2
Inquirer refused referral - 3
Inquirer unable to connect with service - 2
No service found to meet need - 2
Community Groups & Government Offices - 6
Hours of service did not meet needs - 1
Ineligible for service - 1
Inquirer refused referral - 3
No service found to meet need - 1
Data represents the number of tracked telephone and email requests.

Community Planning & Public Works - 6
Service resources depleted - 1
Inquirer refused referral - 1
No service found to meet need - 4
Occupational/Professional Associations - 1
Inquirer refused referral - 1
Disaster Services - 2
Ineligible for service - 1
No service found to meet need - 1
Community Facilities/Centres - 2
Inquirer unable to connect with service - 1
No service found to meet need - 1
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IDENTIFIED USER NEEDS cont'd
4. CONSUMER SERVICES

The Consumer Services category reflects requests for services
that provide for the education and protection of individuals who
buy products and services for personal use, such as consumer
protection programs, and information and/or counselling to help
consumers manage their finances.
1,320

Tax Organizations and Services - 1320
Tax Collection Agencies - 51
Tax Forms - 9
Tax Information - 574
Tax Organizations and Services - 1
Tax Preparation Assistance - 685
Consumer Regulation - 657
Licensing/Certification/Accreditation - 27
Records/Licences/Permits - 557
Regulations/Standards - 73

657

187

Identified Needs

96

Money Management
Consumer Assistance and Protection
Tax Organizations & Services
Consumer Regulation

INDIVIDUAL & FAMILY LIFE
UNMET NEEDS
306
The Individual & Family Life category is the 5th identified
needs category (1,887 / 10%), and 4th (306) top unmet
need category. Holiday Programs and In Home
Assistance fall under the Individual & Family Support
Services Category and are the top two unmet needs for
the category.
In 2017, the RFDA no longer offered holiday hampers for
singles and seniors, and couples without children, living
in Thunder Bay, which resulted in higher unmet needs in
this category. The 11 unmet needs under Holiday
Programs reflect the 11 inquiries that were made from
families that did not qualify for the Christmas Cheer
program in Thunder Bay.

Data represents the number of tracked telephone and email requests.

Unmet Consumer
Services Unmet
Needs
15
Consumer Regulation - 1
Inquirer refused referral - 1

Tax Organizations & Services - 14
Ineligible for service - 5
Inquirer refused referral - 2
Inquirer unable to connect with service - 5
No service found to meet need - 2

Holiday Programs - 233
Hours of service did not meet needs - 1
Ineligible for service - 11
No resource found to meet need - 221

In Home Assistance - 48
Full/waiting list - 5
Ineligible for service - 9
Service resources depleted - 7
No service found to meet need - 22
Cannot afford the service - 2
Inquirer refused referral - 3
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PARTNERS AND FUNDERS
DATA PARTNERSHIPS
211 North is responsible for updating and maintaining agency/service profiles for our database of human
services. With a vast service area to cover, we have developed data partnerships to help with updating the
service profiles. These service and agency profiles are also viewable in our online directory at
www.211north.ca. The 211 North centre is responsible for updating/maintaining resource profiles for the
following Districts: Thunder Bay, Cochrane, Nipissing, Timiskaming, Sudbury and Manitoulin.

The Northwest Community Legal Clinic is responsible
for updating/maintaining the agency/service profiles
located within the Kenora and Rainy River Districts, as
well as all Indigenous resources for Northern Ontairo.

The Sault Ste. Marie Innovation Centre is responsible
for updating/maintaining the agnecy/service profiles
located within the Algoma District.

FUNDERS
The Province of Ontario supports 211 through annual funding from
the Ministry of Community and Social Services. 211 is also supported
by several United Ways and municipalities from across Ontario, as
well as Green Shield Canada.
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