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About 211
What is 211?
211 is a publicly funded helpline that connects 
people with essential services and builds 
stronger communities by working with service 
systems and government to improve access and 
positive outcomes for people. 
 
211 provides free, confidential, multilingual 
access to information & referrals to the full 
range of community, social, health and 
government services. 211's Certified 
Information & Referral Specialists assess each 
person's needs and connect them to the best 
available resources. 

How do you access 211?

Telephone - easy to remember 3-digit dialing - 
2-1-1,  24/7

Walk-in / in-person - 211 North is located in 
the Lakehead Social Planning Council's fully 
accessible storefront office, conveniently 
located in Victoriaville Centre. 

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

What are the Key Benefits of 211?

Navigation Curation

Evidence-based reporting for 
social planners and decision 
makers. Provides planners and 
decision-makers more information 
about respective community 
needs, as well as geographic & 
demographic trends, the impact 
the referrals make on well-being, 
and guides planning and 
investment for a more responsive 
human service system. 

Simple & trusted navigation 
for individuals, families and 
social agencies. Helping 
those in need understand and 
access benefits and supports 
available to them, quickly and 
easily in a trusted, free, multi-
lingual and confidential 
manner. 211 services are 
available 24/7, 365 days a 
year.

A comprehensive human 
services database of health, 
government, social & community  
programs, available in Ontario. 
The accurate, up to date human 
services database is available for 
anyone to use and can reduce 
workers' time researching 
services to help their clients. 
Visit 211 North's human services 
database, 211north.ca

Dissemination

Chat/Text arriving in 2019!

Page 2Follow us on



About 211

211 in Emergency & 
Disaster Response

211 is a critical information system and an 
easy way to find or give help in your 
community. 211 can also:

respond to municipal and community 
needs in an emergency or disaster

function as a Public Inquiry Line on 
behalf of municipalities and 
communities in a disaster or emergency

211Centres in Ontario

Analyzing 211 Rural Unmet Service Needs
Rural Ontario Institute (ROI), in collaboration with 211 Ontario, and Dillon 
Consulting Limited, released the "Analyzing 211 Rural Unmet Service 
Needs" report. The purpose of this project was to explore the potential  

evacuation information
shelter information
service availability
road closures & detours
public health information
donations (financial/material goods)
volunteer opportunities/registrations
general event information
rumour control

211 centres can provides a centralized 
telephone access point to field calls from 
the public regarding non-emergency 
information such as:

utility of Ontario 211 data for improving 
understanding of human service 
delivery gaps and unmet needs, and 
how these differ over Ontario's rural 
and urban geographies. Also, the 
project assessed if the data is helpful 
for service delivery agencies and 
partners so they might better address 
needs through program design and 
service planning. 

If you notice graffiti in Thunder Bay, call 211 and 
the Specialist will complete a Graffiti Guard report, 
or go online to the City of Thunder Bay website. 

If you experience or witness racism, report it! 
Report in-person at the Lakehead Social Planning 
Council; online at www.lspc.ca/incidentreport; or 
by calling 2-1-1.

Contact Marie Klassen, Director of Services. 
807-624-1721 or  mklassen@tbaytel.net

Want to include 211 as part of your 
Emergency Plan?

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. 
 
211 Ontario Services, a non-profit agency 
that works in collaboration with the six 
Regional Service Providers to deliver 211 
services to Ontario Residents. 211 is 
available to 100% of Ontarians!  

The 6 Regional Service Providers are located in Thunder Bay, Toronto, Windsor, 
Ottawa, St. Catharines, and Collingwood.

Page 3

211 Regional Service Providers

Follow us on



Phone Calls Answered 211north.ca Users

Email Requests for Help Walk-in Requests for Help

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

Calling 211 connects you to a Certified Information & 
Referral Specialist who will conduct a needs assessment 
and provide information and/or referrals to appropriate 
services.  

Service organizations and members of the public can 
access 211 North's online directory of human services 
and use a professionally managed database of programs 
and services, available at www.211north.ca.

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. 

Referrals Provided Follow-ups Conducted

Multiple Needs Identified Needs Met

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 follow-up 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.

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. 

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".  

23,567 424,492

268 2,173

25,347 86

58% 97%

211 North Snapshot - 2018
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211 North Referrals 

Referrals

Canada Revenue Agency and Community Volunteer Income Tax Clinics

Health Care Connect, Ministry of Health & Long-Term Care

Telehealth Ontario, Ministry of Health & Long-Term Care

Walk-in Medical Clinics

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. 
A referral involves identifying organizations and services capable of meeting the person's assessed 
needs and providing enough information about each organization or program to help them make an 
informed choice. Referrals are tracked by agency or program depending on the request made, or the 
referral provided. 

Food Banks & Programs

Top 5 Referrals 
In 2018, one of the top referrals made from our human services database was to walk-in 
medical clinics. There were also many referrals made to the Canada Revenue Agency, 
specifically to Community Volunteer Income Tax Clinics. These individuals were looking for 
the documents they need to file their tax return (i.e. T4); had individual tax related questions 
and/or they were looking for a place to file their income taxes for free. Also, there were a 
significant number of referrals made to food banks and food related programs such as daily 
meals or community kitchens. A high number of referrals were also made to Health Care 
Connect, for those needing a family physician or family health care provider and to Telehealth 
Ontario for individuals who had medical questions.
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Referrals in this report are based on referrals made using 211 North's 
human services database,  referrals made using other sources and tools are 
identified as out-of-database referrals. These referrals are generally to 
services that are not maintained within our human services database, for 
example, information on public events such as Canada Day. Referrals  were 
also made to new programs and services that are being evaluated for 
inclusion into the database. 

Referral 1

Referral 2

211 how may I 
help you?

25,000 +
referrals were 
made in 2018!

Follow us on 211 North aims to track 95% of all 211 activities. 
Statistics in this report are based on tracked 211 activities.



Resources  - Human Services Database - 211north.ca

The human services database is the foundation of an Information & Referral service and the means by which people and 
services are brought together. The resource database describes what one needs to know about organizations in order for 
211 Specialists to make appropriate referrals. 

A public version of the human services database is made available online (211north.ca) 
for service organizations and members of the public. Information on organizations and 
services is managed by our team of Certified Resource Specialists. 211North also relies 
on our partnership with the Northwest Community Legal Clinic to keep services updated 
in the Districts of Kenora and Rainy River and other Northern areas. Agencies included in 
the database also help out by providing us with updated information when their locations 
or services change. This is easily done through the self-directed online updating process. 
 211 Ontario also provides a provincial database of human services at 211ontario.ca.

211 North Resources

Updating Agency Information
Information in the human services database can be easily updated when there 
are changes to an agency or its programs and services. Visit 211north.ca and 
Search for the agency or program and click on the "Suggest an Update" or 
email questions@211north.ca and a Specialist will be able to assist.

Work smarter, not harder...utilize the 211 human services data!
The 211 human service database can be customized to create specialized directories,  human 
service mapping, online portals and more!  We understand the amount of work that can go into 
collecting, updating and managing a human services database. Connect with 211 to learn more 
about how we can help you and your initiative.  

Does your agency have a new program or service? 
Let us know!

If your agency has a new program or service and you would like for it to be 
considered for inclusion in the human services database, visit 211north.ca 
and click on "Suggest a Listing". You can also email questions@211north.ca 
and a Specialist will be able to assist you.

Contact: Marie Klassen, Director of Services. 
807-624-1721 or  mklassen@tbaytel.net
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55% 35%

10%

Northern Ontario Southern Ontario Outside Ontario

33%

21%

13%
10% 9% 9%

2% 2% 1%
Thunder Bay

Sudbury Algoma
Cochrane

Nipissing Kenora
Timiskaming

Rainy River
Manitoulin

 Gender

Location of Northern Ontario Callers

65%

211 North User Profile

31%

4%

Male

Female

Other

Adult 

Older Adult

Youth/Child

83%

16%

1%

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.

Location of Northern Online Users
by Districts

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 self-directed, online updating 
process.

Thunder Bay

64%
Algoma

15%
Sudbury

11%
Nipissing

3%
Kenora

2%
Cochrane

2%
Timiskaming

1%
Manitoulin

1%
Rainy River

1%

Age

under 24
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211 North User Profile cont'd
58%

39%

1%

2%

Information & Referral Information Only
Crisis/Endangerment Database/Administration

Quality Assurance
As part of our Quality Assurance Program, 211 in Ontario utilizes an Interactive Voice Response system to conduct customer 
satisfaction surveys and outcome surveys. These surveys are objective, as the caller decides before they are connected with 
a 211 Specialist if they would like to participate in the survey. The customer satisfaction survey is completed immediately 
following the call, allowing the caller to rate the experience and leave comments. If callers agree to complete an outcome 
survey, they are contact 10 days after the initial call to determine if they received the help they were looking for. 

contacted the referral(s) 
they were provided

said the issue(s) they 
called about was resolved

said the Specialist they spoke 
with was respectful and friendly

said they were either satisfied or very  
satisfied with the service they received

82%

99%99% 79% 93%

said they would 
recommend 211

99%93%

Individuals use the 211 service to locate services for 
themselves, their clients or friends and family members. 
When this information is identified during an information 
and referral assessment, it is recorded. While this 
information is usually identified during information and 
referral interactions, it may also be recorded for 
information only interactions. 95% of the users contacted 211 

on behalf of themselves

"The operator was absolutely 

wonderful. She was able to 

help me find some services." 

~ 211 caller

"Your service is fantastic, the 

lady was very helpful, she was 

excellent." ~ 211 caller

"This is the first time I have called and 
she gave me 3 places to call for help. 
She was very polite, nice." ~ 211 caller

"I love using the 211 service, it makes finding help for my clients easy!" - 211 user

Page 8211 North aims to track 95% of all 211 activities. 
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Each information & referral transaction is assessed and 
classified as either: a) information, b) information & referral, c) 
Crisis/Endangerment or d) database & administration. These 
are used to identify the types of service that was required. 
 
Interactions classified as information (39%) are direct requests 
for information and are generally less complex. 58% warranted 
a comprehensive needs assessment, as inquirers often 
presented multiple and/or complex needs. These inquirers are 
often provided with multiple service referrals and require 
additional assistance from the 211 Specialist such as 
advocacy or a follow-up telephone call. 

Types of 211 Contacts
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211 North Identified User Needs

19%

19%

17%

11%

10%

8%

8%

6%

1%

1%

Health Care

Basic Needs

Community Services

Consumer Services

Individual & Family Life

Criminal Justice & Legal Services

Income Support & Employment

Mental Health & Addictions

Environment & Public Health/Safety

Education

User needs are categorized using the AIRS/211 LA County Taxonomy (Canadian Version) which is the North American 
standard for indexing and searching for human services in a resource database. Definitions of each of the categories is 
provided on page 12 of this report. 

Identified User Needs

Identified user needs include all 
needs, both met and unmet.

Unmet Needs

Reasons for Unmet Needs

52%

19%

10%
9%
4%

3%
2%

1%

No resource found to meet need
Ineligible for service
Hours of agency/program did not meet needs of inquirer
Agency/program resources depleted
Inquirer unable to connect with agency/program
Cannot afford the fee for service
Full/waiting list
Inquirer has no transportation

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 or the service does not exist to meet an inquirer's need, they are identified as "unmet needs".

Top 3 Unmet Need Categories

33%

25%

22%

Individual & Family Life Basic Needs
Health Care

Other unmet needs include: Community Services (5%); Income Support & 
Employment (4%); Consumer Services (3%); Mental Health & Addictions (3%); 
Criminal Justice & Legal Services (2%) Environment & Public Safety (2%); 
Education (1%). 

Individual & Family Life, 
Basic Needs and Health 
Care represent 80% of the 
identified unmet needs. 
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Health Care 19%

211 North Top 4 Identified Needs

Basic Needs 19%

Community Services  17%

Consumer Services  11%

Outpatient Health Facilities - 37%
Health Supportive Services - 32%
Specialty Medicine - 11%
Inpatient Health Facilities - 6%
Health Screening/Diagnostic Services - 5%
All other health categories - 9%

Food - 30%
Housing/Shelter - 27%
Utilities - 23%
Transportation - 14%
Material Goods - 6%

Information Services- 40%
Community Groups & Government/Administration Offices - 28%
Community Planning & Public Works- 11%

Tax Organizations & Services- 61%
Consumer Regulation - 28%

Outpatient Health Facilities include walk-in medical clinics, community 
health centres and hospital based outpatient services. Health Supportive 
Services includes physician referrals/contact information, medical 
expense assistance, pharmacies and long term care coordination. 
Specialty Medicine includes foot care, dentistry, eye care, and 
family/community medicine. Inpatient Health Facilities include acute care
hospitals and long term care facilities. Health Screening/Diagnostic Services include general 
laboratory tests, geriatric assessments; and health screening (i.e. TB & Cancer screening) .

Food includes: food banks, daily meals, home delivered meals, and community meals 
and gardening. Housing/Shelter includes: homeless shelters; low income/subsidized 
rental housing, crisis shelters, housing expense assistance and housing search 
information. Utilities includes: utility payment assistance; telephone; natural gas; and 
electricity providers. Transportation includes: paratransit programs; long distance bus 
services; public transit; and transportation expense assistance. Material Goods includes: 
thrift stores; clothing; personal grooming needs; furniture, and appliances.

Information Services includes: government/legal and other information lines; public libraries, and directory assistance 
type requests. Community Groups & Government/Administration includes: provincial/territorial officials' offices; City 
departments; Federal officials; public charities; federal government departments. Community Planning & Public Works 
includes: refuse collection; recycling; street maintenance; and public parking. Community Economic Development 
includes: tourism development; regional economic development; and funding. Donor Services includes: household goods 
donations; donation pickups; and other donation based programs. 

Tax Organization & Services includes: free income tax clinics; tax forms and documents; general tax information and tax 
preparation assistance (fee for service). Consumer Regulation includes: licensing/certifications/accreditation; licences 
and permits; regulations and standards. Consumer Assistance & Protection includes: consumer protection agencies; 
consumer complaints; and consumer information/support. Money Management includes: banking services; credit related 
services; debt management; money management and personal financial counselling.  

Examples are provided for each sub-category and are not inclusive.

All other Consumer 
Services Categories - 1%

Consumer Assistance & Protection- 8%
Money Management - 2%

Community Economic Development & Finance- 5%
Donor Services - 4%
All other Community Service Categories - 12%
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“Trying to find the information on the community health care agency, I know it is an acronym but I cannot remember 
what it is….”
“I am in a rural community; I want to get a train schedule, so I can better plan walks with my family…”
“I want to know what the road conditions are in my area….”
“I am not sure what to do, I am homeless and I need a family doctor…”
“I live in an upstairs apartment and my landlord lives on the main floor, she told me she is selling the house and will 
have to evict me before my lease is up, can she do this?”

Beyond the Numbers

Life can be hard...finding help can be easy.

211 Specialists answer many questions in a given day. Below are some examples of situations and questions that were 
presented to our I&R Specialists in 2018. In each of the situations below, the inquirer was provided with the information 
they needed or were connected to a program or service that was able to meet their need.  The following examples only 
reflect a small portion of the questions and help needed by 211 users. 
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“It has been a few weeks since I registered my son's birth, who do I call to find out how long it will be before I get the 
birth certificate?”
“I want to speak with my local MPP but I can’t remember her name….”
“Is there a place to get help for food?”
“My wife and I are seniors. We are having difficulty keeping up with things at home because our mobility is decreasing. 
Is there any service that could provide assistance with home help?”

“I have just been told my 4 year old son needs a hearing aid, and I cannot afford to pay for it, I need help!”
“I lost my status card, how do I get it replaced?”
“My husband lost his job, and I don’t make a lot of money. We can no longer afford the place we are renting and are 
trying to look for more affordable housing, but don’t have enough money for first and last month’s rent. We don’t know 
what to do.”
“I have questions about the changes to OHIP+; I am scared I will lose my coverage…”

“I am calling on behalf of my client who needs free counselling services…”
“I am a single mother and have an 8 month old boy, his clothes no longer fit and I can’t afford new ones, is there any 
place where I can get some free baby clothing?”
“I am calling you to find the phone number for Indian & Northern Affairs Canada.”
“Are there any free dental clinics where I can get my teeth cleaned?”
“I was walking by the park with my son and we noticed that a big tree has fallen, who do we call?”

Follow us on



Category Definitions

Health Care: Programs that help maintain physical well-being through the study, prevention, screening, evaluation and treatment of 
people who have illnesses, injuries or disabilities; and includes the provision of family planning, maternity and other services that 
relate to human reproduction and sexual health.
 
Basic Needs: Programs that furnish survival level resources including food, housing, material goods, transportation and utilities for 
individuals with low or fixed incomes, people who are homeless, older adults and/or people with disabilities who are otherwise 
unable to adequately provide for themselves and their families. Also included are related services that are available to the 
community at large.
 
Community Services: Programs that provide any of a broad spectrum of services that benefit entire communities or which offer 
services that are province-wide, regional, national or international in scope. Included are opportunities for individuals or groups to 
enjoy the artistic and cultural life of  the community, participate in community improvement or service projects, obtain or offer 
assistance in times of disaster, and have access to information services. 
 
Consumer Services: Programs that provide for the education and protection of individuals who buy products and services for 
personal use. Included are programs that establish and enforce consumer protection, regulatory legislation; provide information 
and/or counselling to help consumers manage their finances, make informed credit and purchasing decisions, and understand their 
tax obligations.
 
Individual & Family Life: Programs that promote the personal, social and spiritual development of people in the community by 
offering services that replace or supplement the care and support that is generally available through the family unit; providing for 
the humane care, protection and control of pets and other domestic animals; and offering social, religious/spiritual and leisure-time 
activities.
 
Criminal Justice & Legal Services: Programs that promote and preserve the conditions that enable community residents to live in a 
safe and peaceful environment through the enforcement of laws that protect life and property and the administration of justice 
according to the principles of law and equity. Included are crime prevention programs as well as programs that provide support for  
witnesses to and victims of crimes. 
 

User Needs Category Definitions

Income Support & Employment: Programs that help residents prepare for, find and sustain gainful employment; ensuring that 
retirees, older adults, people with disabilities and other eligible individuals receive the social insurance benefits to which they are 
entitled; and offering temporary financial assistance for people who are experiencing an unexpected financial crisis in situations  
where support related to their specific circumstances is unavailable.
 
Mental Health & Addictions: Programs that provide preventive, diagnostic and treatment services to help people achieve, maintain 
and enhance a state of emotional well-being, personal empowerment and the skills to cope with everyday demands without 
excessive stress or reliance on alcohol or other drugs.
 
Environment & Public Safely: Programs that protect and conserve natural resources, prevent or reduce environmental pollution, 
promote environmental and public health, develop and implement measures for safety education and accident prevention, provide 
emergency rescue services for people in trouble and/or take other steps to enhance public health and safety and enable people to 
live in ecological balance and harmony with their surroundings.
 
Education:  Programs that provide opportunities for people to acquire the knowledge, skills, desirable qualities of behaviour and 
character, wisdom and general competence that will enable them to fully participate in and enjoy the social, political, economic and 
intellectual life of the community.
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On February 11th, 2008, the 211 service was launched by the Lakehead Social 
Planning Council's - Community Information & Referral Centre, in the City & District of 
Thunder Bay. 
 
In 2009, the 211 service was expanded to the Algoma District and by the end of 2010 
extended west to the District of Rainy River. 
 
2011 was a busy year as 211 continued to extend the service area, and by the end of 
that year, 211 became available in the following Districts: Kenora, Cochrane, 
Sudbury, Manitoulin, Nipissing and Timiskaming, increasing our catchment area to 
all of Northern Ontario. 

211 North Celebrates 10 years!

Marie Klassen, Director of Services; 
Allen Poling, Board President

Kristen Tomcko , Supervisor; Marie 
Klassen, Director of Services

Joe Downey, Certified Information 
& Referral Specialist

Erin Modin, Certified Information & 
Referral Specialist

Marie Klassen, Director of ServicesMichael Cullen, Executive 
Director, United Way Centraide 

North Eastern Ontario

Since 2008: 

295,000
 

requests for help

310,000

211 North responded to over: 

referrals to programs & services

211 North provided over: 

211North.ca had over:

2,700,000 human service database users 
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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 a data partnership with the Northwest Community Legal Clinic to 
help with updating the service information. These service and agency resources are also viewable in our online 
directory at www.211north.ca. 

Funders

Thank you for all your hard work and dedication!


