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ADVANCING CHANGE THROUGH COMMUNITY & COLLABORATION £l IMPACT STORY

§ Via Unsplash, @BerfinPaquin

. 8 QUARANTINE PRESSURES
COVID-192 brought new urgency to our mission: fo create connections and solutions to build strong communities. MNEES FOR CAREGIVING HEROES

In an instant, we lost access to food, services, information and community, making those already vulnerable even more so.

In March, 2020, Findhelp's partners, volunteers and staff sprang into action, ensuring that everyone in our communities ) The COVID-19 Pandemic
would have access to the services and information they needed. Through collaboration, we expanded our impact with '
people and systems across diverse communities, locally, regionally, provincially and nationally. Together we ensured
everyone could access support.

has created additional pressure for
caregivers. But when a caregiver can’'t
provide support due to COVID-19 precautions,

o g - 2 - N the challenges can seem insurmountable.
Thanks to our new and existing partners who immediately supported our capacity, ensuring we could address the surge in

demand, need for up-to-date service information and analysis of service needs/gaps. Through your support and guidance
we expanded our reach into new regions and within communities where 211 awareness was lowest and needed most.
Together we learned and adapted, constantly improving our reach and impact.

In January, 211 received a call from
someone looking for assistance with
supporting their aging mother. The caller
disclosed that they had tested positive for
COVID-1?2 and they were self-isolating.

They also expressed that they were worried,
frustrated and overwhelmed and no one else
in their family was able to help with their
mother’'s care. The 211 Service Navigator
OU R YEAR IN REVIEW reassured them that there were community
supports available and they would work on a

plan together. The Navigator took a few

Brunswick, Newfoundland and Labrador, and insights and data, informing 8 research demand for our core services: . § eds
Prince Edward lsland projects, local snapshots and more than 50 needs. After their needs were prioritized, they

special data requests ® More than 40% increase in annual contacted service providers to find supports.
contact volume

Most importantly, a huge thank you to our staff and volunteers, new and old! Your tireless efforts fo make a difference at an
impossible moment ensured that nobody would be left behind. Your openness to taking on more (and more), and your
commitment to purpose, was beyond explanation. This is what we will remember most about 2020/21!

: Front door into mental health supports — . - .
Mobilized 100+ new networks and partnerships ;
P P Toronto’s Mental Health Strategy . R The Navigator then turned their attention to

to ensure agile COVID response Svcliible setVice dota—Ax average the caller's needs. The additional pressure was

B Fnhqncid chesf o frPee sr‘:plpoff fc|>r front clearly challenging their mental health. They
e N8 WOIReRs — UIQno E3yehoogen More than 100% increase in online :
with United Way Greater Toronto and City of Association L e were connected with a mental health

Toronto, in ensuring neighbourhood COVID service provider through a warm transfer

response with more than 400 community Enhanced access to benefits through the Scaled and expanded staff team where they were also able to get
organizations and groups across Toronto Financial Relief Navigator — Prosper Canada by more than 70% the support they needed too
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OUR MISSION ) CREATE CONNECTIONS + SOLUTIONS TO BUILD STRONG COMMUNITIES



: o Findhelp | 211 Central Annual Report 2020-21
Rchel @ . COVID-19 Response: The First Year

Together with our partners we have developed a rapid response to immediate and emerging needs, mid-term solutions and long-term recovery recommendations.

OUR RESPONSE

SPARK Ontario Recovery Staff Recovery
Responded Regional New COVID City of Toronto  Volunteer  Psychological Planning / Financial Designated Engagement / National Anti-Racism Planning /
to 100% Call Response Information  Mental Health Portal Association  Second Wave Security COVID Follow-  TorCH Recognition 21 Strategy Third Wave
Volume Increase  Tables / Clusters Portal Strategy Relaunch Partnership Response Collaboration Up Team Pilot Strategy Expansion  (Data Equity) Response
MONTH 1 -3 MONTH 4 -6 MONTH 7-9 MONTH10-12

211 TOP 5 NEEDS 211 TRENDS

16% 13% 11% 9% 8% e o
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Basic Needs Mental Health COVID Information Computer/ Benefits
Community Health Food Security Mental Health Housing Assistance (Food / Housing) Support (Restrictions, Vaccine) Internet Access Information
Information Support (CERB/CRB)
IMPACT QUALITY DATA ACCESS
PAa A42% A76% ‘ (= ' | ? ——
AR D*/ d W 2 | @ I:@
367,410 05:15 77% 81% 93% 2M + 15 15,125 50+
Contacts Duration Issues Felt Better Caller Satisfaction Web Sessions Websites Using Record Updates Data Requests
211 & 11 Specialty Lines Resolved Prepared 211 Data
MARKETING
Q bor 59 (5) a51% )
Findhelp’s 211 and Specialty Services have received significant media attention: Ll — -8
Global News, CBC, CTV, CP24, Toronto Star, BlogTO, PhiLab and Future of Good 140 1 25’84? . 624’851 . 8
Snapshots E-Blast Recipients Social Media Impressions Data Used in Research
PARTNERSHIPS - THE FOUNDATION
® - Funded by the
°one I“% y
(=) “ M Findhelp | 211 Central would like to thank our Government of Ganada
30+ 200+ 10 partners for their collaboration on community @ @ ontaric  Ontario @ mﬂ]'nnnm“ Canada
Community Tables Partners Partner Secondments response efforts to COVID-19



