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2-1-1 of Ottawa County 2005 Year End Report — Re#id/25/2006

2-1-1 of Ottawa County provides callers with a comprehensive human servim@sdtibn and Referral (I&R)
system. By dialing 2-1-1, callers avoid the inconvenience of calling maieyetit agencies without receiving
any answers or help. With 2-1-1, callers can obtain the most up-to-date information abthegyhovay access
the assistance they need. Trained specialists take calls 24 hours a day, 7 el=ysm@dwnterpreter services are
available.

Our Mission —2-1-1 of Ottawa County empowers people to make informed choices by offering accurate
information and referrals and is committed to improving the quality of life loygroving the flow of human
services in the community.

As part of fulfilling our mission to improve the flow of services in our communitiguz 2-1-1 issues

qguarterly and year end reports. The collected data identifies variousnedaneuding unmet needs, service
requests and call volume for the reporting period. Because 2-1-1 gatheirsesddta from each caller, the data
reflects a countywide "snapshot" of actual needs as they occur. The daatiigcted assists community
leaders, planners and funders with their efforts to develop creative andseféattitions to the

presented needs.

A recent testimonial regarding the value of 2-1-1d  ata to the community -
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Call Volume History — Volume has significantly increased for each year that 2-1-1 of Ottawa County has
been operational. 2-1-1 of Ottawa County now averages 900 calls per month and expects to see continued
growth into 2006. Projections based on population place future yearly call volumes at 12,000 calls per year.
For the period 1/1/2005 through 12/31/20@5276call transactions were received. Within each transaction, an

2005 DATA REPORTS

individual caller may makmultiple service request3he 9,276 calls received in 2005 represk3i08
referredservice requestbecause referrals to appropriate agencies were provided to the caller based on
established eligibility criteria.
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Ottawa 2-1-1 experienced
a 27% increase in call
volume from last year's
fourth quarter period. The
higher volume was mostly
due to a 70% increase in
service requests for utility
assistance. Calls related to
Hurricane Katrina also
continued into the fourth
quarter with a few callers
requesting transportation
assistance in order to
return to Louisiana. Other
callers offering hurricane
donations were referred to
local helping agencies.



Calls By City —Of the 9,276 calls received by Ottawa 2-1-1 , 8,550 of those were from Ottawa County
callers, comprised of individuals, agencies, businesses, churches, school social warkergprcement,
family or friends and medical personnel.

Nunica, 131

West Olive, 222

Jenison, 357

Allendale, 389

Zeeland, 43

Coopersville, 453/

Hudsonville, 508

Marne, 83

)

Spring Lake, 530

Calls By City - 2005
Total Ottawa County Calls - 8,550

*Qther, 58

Conklin, 40
//Ferrysburg, 34

Holland, 3,960 -
Includes 110 callers
with 49423 zip code

in Allegan County

*Other represents those
calls received by 2-1-1 of
Ottawa County from the
Fruitport, Lamont,
Jamestown, Grandville,
Byron Center, Ravenna,
and Grand Rapids areas
within Ottawa County.

Grand Haven, 1,448

Top Ten Service Requests Utility Assistance requests top the list showing an increase of 29% over
last year. With this year’s higher heating prices, many families on fixed incordebédly are unable to afford the
higher costs to heat their homes. Ottawa 2-1-1 not only assists with refereaksat agencies for assistance paying
bills, but also to programs that provide home weatherization services and home heating tax credi

Utility Bill Payment Assistance
Rent Payment Assistance
Food Pantries
Subsidized Rental Housing
Legal Information
Dental Care
Food Stamps
Prescription Expense Assistance
Homeless Shelter

Christmas Toys

958

Top Ten Service Requests - 2005
Total Ottawa County Requests - 7,163
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Top Ten Unmet Requests -An unmet request is defined as a request from a caller that is unable to
be met, either because the resource he/she was referred to was unable to immeda@teyhis/her request or
there were no referrals possible to meet that request.

Top Ten Unmet Needs - 2005
Total Ottawa County Unmet - 878
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Utility Assistance—Forty-two callers report lack of sustainable income as reason fonew®itng criteria for assistance.
Thirty-three callers could not provide documentation of a shut-off noticéfgndine callers reported receiving prior
assistance as the reason for ineligibility. For eight callerdiilirexceeded the combined resources agencies could offer.

Rent Assistance- Sixty-four callers reported lack of sustainable income, thirty-eightiamat provide eviction
documentation, fourteen had received prior assistance and ten had bdlscteded what combined agency resources
could pay.

Transportation — Transportation continues to make a consistent appearance on 2-1-1's top tenagusdist. Eighty
callers report that they could not access mass transit servidgfdixose due to the caller living outside a mass transit
service area. Forty-three callers reported that they could not dlcegssratransit (volunteer transportation through
agencies). These programs require the caller give advance rfat@edoand limit requests to callers requiring
transportation to either medical and/or business appointments. Calleosiviitsurance coverage who require ongoing
transportation to medical appointments, such as dialysis or chemotherapyepfid transportation as an unmet need.

Automotive Repairs—This service makes another year's appearance on the top ten unmétliBedartment of
Human Services no longer has funds to pay for needed repairs and otheereptiarss are limited in their capacity to
pay for major repairs or handle the high volume of requests.

Other Financial Aid —These programs provide cash for people in emergency situations andeetfeduadividual's or
family's need for the money on a case-by-case basis. Funds usually cover sprcedes for targeted populations such as
cancer patients, seasonal farm workers or veterans.

One example of how this information is used is the meeting that tookthiagest month at 2-1-1. Community Action
Agency and 2-1-1 of Ottawa County collaborated to host a meeting of Ottawity@Qdility assistance service providers.
Because of the high volume of utility assistance requests, this group shetré agency criteria and discuss the flow of
services among the individual agencies in an effort to better saltees and clients. Agencies receive funding from
various sources and wish to stretch the dollars that come into the cospnrMegtings such as this among agencies
providing similar services, seek to offer solutions to the preseettsrand know how to refer callers so that there is not
duplication or frustration. Suitable sharing of resources and understandimgie and other eligibility requirements
results in more people being served effectively.



Top Ten Agency Referrals-The largest number of referrals made to these top ten agencies last year
were for emergency assistance with basic needs such as: shelter, rent assisildgcessistance, cash
assistance, food stamps, food, clothing, medical care and housing.

MICHIGAN STATE
HOUSING DEVELOPMENT
HOLLAND RESCUE AUTHORITY, 308 SALVATION ARMY OF

MISSION, 336 HOLLAND, 972

INTERCARE COMMUNITY
HEALTH NETWORK, 343

MEL TROTTER

MINISTRIES, 371
MICHIGAN DEPARTMENT

OF HUMAN SERVICES,

LOVE INC -- TRI-CITIES, 871

390

SALVATION ARMY OF

GRAND HAVEN, 447 COMMUNITY ACTION

OTTAWA COUNTY HOUSE, 764
COMMUNITY ACTION
AGENCY, 744

Ottawa 2-1-1 made 734 referrals to the Ottawa
County office, 26 referrals to the state office and
13 referrals to the Allegan County office.

7 TQ\@ 2-1-1 of Ottawa County Resource Information Shgiit - 2005

During 2005- Thirty-six new agency records were added to the 2-1-1 database, expanding the
number of available programs to 1,300. The largest project centered on the inclusion of &ittaiwa County

school districts. Other recent additions include area utility service pravig® well as the Michigan Public Service
Commission which regulates prices on utilities while assuring safe and reliaigye telecommunications, and
transportation services.

Also newly added was @mnnual Credit Report Request Servieéhich provides callers with a single point of
entry for ordering free credit reports from one of the three major consumer ceeditting agencies. Individuals
may order one report per company per year without charge. Consumers who are victimstgftiueft are entitled
to place a fraud alert on file and receive copies of credit reports from each of tbecthmgpanies free of charge
regardless of previously ordered reports. This service is endorsed by the MichigareyAGeneral's office.

For additional information on these and other Ottawa County health and human service resplaass
2-1-1. Cell phone users dial 1-888-353-6717.

Up-To-Date Resources2-1-1 of Ottawa County’s primary objective remains “The Right Referralitise F
Time”. Service information, eligibility criteria and program contacts change aggalar basis2-1-1 of Ottawa
County works actively with community agencies to understand admission criteria inaodtsr more than simple
“directory assistance” to callers. It is the cooperative efforts oal@agencies that assist 2-1-1 in maintaining
current records on the 3,000 services listed in our system. This past year, Ottawa&ié-1,857 updates to the
referral database.

Agencies wishing to list their programs and services with 2-1-1, must meiéicdpetusion/Exclusion criteria. The
criteria are available to the general public and to agencies wishing to listgherices with 2-1-1 of Ottawa
County. Anyone may request a copy by contacting Sue Boes @ 616-935-1298.
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2-1-1 of Ottawa County is a program of Tri-Cities Ministries (TCM), a 501(c)(3) non-
profit organization. Donations are tax deductible. 2-1-1 is financially supported by
corporate giving programs, community foundations, grants, schools, churches, small
dollar contracts for services, business and individual donations. Your financial support
can help 2-1-1 continue to provide 24/7 services to our community. Please consider a
donation today!
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2-1-1 of Ottawa County
7 % 8999: A program of Tri-Cities Ministries, Inc., a 501(8)(non-profit organization
1500 S. Beechtree, Suite A, Grand Haven, Ml 49471
(616)935-1298



