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December 6, 2012

Ms. Nikki Schmidt

County of San Luis Obispo

Room D-430, County Government Center
1055 Monterey Street

San Luis Obispo, California 93408

Re: Mid Year Report

Dear Ms. Schmidt,

Attached your will find the mid year report for the 2-1-1 SLO County Community
Based Organization/Preventive Health Grant.

Within this first phase of the grant, 2-1-1 SLO County has maintained services
which connect callers with valuable information and referrals for health and human
services. However, it appears that our revised estimate of 6,500 calls presented
will come in lower than projected in our scope of work.

Calls made to 2-1-1 SLO County are categorized in three ways: calls prsented,
calls handled, and calls where an information and referral (I&R) transaction occurs.
While we were presented with 1,753 calls within the four month period reviewed,
we handled 1,317 calls, and 1,264 calls had an I&R transaction. In hindsight, I&R
transaction calls is a more meaningful number for us to be reporting on.

In calendar year 2010, we had 3,376 calls handled and 1,848 I&R Transaction
calls, per the attached 2010 CA Big Count. In calendar year 2011, we had 6,393
calls presented, 5,196 calls handled and 3,194 I&R Transactions calls, per the
attached 2011 CA Big Count. In 2012, we're on track for at least 3,600 I&R
Transaction calls, which is an increase over the previous two years.

We are in the process of updating the resources listings in our database every
month, which will continue to increase usage along with more publicity, and are
excited to be part of a pilot launch of a smart phone app, availabe in 2013.

Thank you for your continued support of this valuable service.

Sincerely,

(k. Soncben

Rick London
United Way of San Luis Obispo County

Attachments:

2-1-1 SLO County Mid Year Report
2010 California Big Count

2011 California Big Count
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United Way of San Luis Obispo County, 2-1-1 SLO County Community Based Organization/Preventive Health Grant Mid Year Report

Project: 2-1-1 SLO County

Objective Major Tasks Timeline
Ensure all calls to 2-1-1 ¢ Maintained contract with Interface Children Ongoing
are answered by and Family Services to answer SLO County
knowledgeable and 2-1-1 calls
helpful call specialists « Ensured call specialists receive appropriate

and ongoing training as needed, and that an

adequate number are bilingual (Spanish)
Provide individuals and ¢ Maintain and update 2-1-1 database Ongoing
families that call 2-1-1 with | o Annual update for resources will be
appropriate information conducted in January 2013
and referrals for health
and human services
Provide individuals and « Worked with local officials and disaster- As needed

families with local
information and resources
during times of disaster

related organizations (such as reverse 9-1-1
and VOAD) to maintain accurate and up-to-
date information

during a disaster

Project OUTPUTS:

e 1733 calls presented and 1317 calls handled to 2-1-1 July 1 — October 31, 2012

e Appropriately referred callers to up to 3 resources per need (as database allowed)

e Maintain improved 2-1-1 SLO County database online as a searchable directory, and smart
phone app in late stage of development process

e Provided content of resource database to Healthy City on a monthly basis

Project OUTCOMES:

e 35% of callers who received referrals were contacted via a follow-up call to assess their
experience calling 2-1-1 between July 1, 2012-October 31, 2012.

+ All feedback from follow-up calls (if the referrals were appropriate for the caller’s needs, if the
information provided was accurate, if barriers exist to accessing resources, etc.) is used to
improve the quality of 2-1-1 services

Grant Funds Spentin FY 2012-2013: $23,449

July 1 - October 31, 2012

Interface Call Center Contract $ 12,584
Database Management $ 1733
UWSLO Program staff $ 1,469
UWSLO Management staff $ 1426
Dues, conferences and travel $ 1,152
Marketing Materials $ 383
Phone Companies Connection/Transfer Fees 3 178
iCarol Software Maintenance $ 2182
Subtotal $ 21,106

Indirect expenses $ 2,343
Total § 23,449
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United Way of San Luis Obispo County, 2-1-1 SLO County Community Based Organization/Preventive Health Grant Mid Year Report

Caller Location in San Luis Obispo County

Caller Location - 7/1/2012 to 10/31/2012 |

As of 11/27/2012

Other cities (20%)

Arroyo Grande (5%)

Grover Beach (6%)

Paso Robles (8%)

Atascadero (8%)

— {unspecified) (37%)

San Luis Obispo (16%)

“Other Cities” caller locations include Avila Beach, Cambria, Cayucos, Creston, Harmony, Heritage
Ranch, Los Osos, Morro Bay, Nipomo, Oceano, Pismo Beach, San Miguel, San Simeon, Santa Margarita,

Shandon, and Templeton

Age of Callers

Caller Age - 7/1/2012 to 10/31/2012 ‘

As of 11/27/2012
13-17 years (1%)

55-61 years (12%)

18-29 year (13%)

62+ (13%)

Dedlined to answer (18%)

30-54 years (43%)
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United Way of San Luis Obispo County, 2-1-1 SLO County Community Based Organization/Preventive Health Grant Mid Year Report

Category of Calls Received by Assigned Taxonomy

2-1-1 Taxonomy is a multilevel classification tool that allows call specialists to access community resources
based on the services they provide and the target populations they serve. There are over 4,000 possible

classification categories in 2-1-1 Taxonomy. Below are the top 10 requested caller needs.

" Top 10 Caller Needs by Taxonomy - 7/1/2012 to 10/31/2012 ]

As of 11/27/2012

Rent Payment Assislance

Homeless Shelter

Mental Health Hotlines
Older Aduls Jam

Utility éﬁ;.ﬁaymem L
_ Assistance [

Suicide Prevention Hotlines {a :

Community Clinics
General Legal Aid

General E:risis I;'ftervemioa
Hotlines

Mental liness/Emotional

Disabiiitios P ———————

Category of Calls Received By Assigned AIRS Problem Needs

70

AIRS (Alliance of Information and Referral Service) Problem Needs is a single level classification tool that
groups calls by problem faced or need unmet. The chart below classifies all calls based on this system.

( AIRS Problems Needs - 7/1/2012 to 10/31/2012 |

Volunteers/Donations Jg§ ° 11/27/2012

Legal, Consur;er and Public jI
Safety Services [T

Infarmation Services 4

Individual, Family and [
Qg@ﬂugnty Support [

Income SupporAssistance '
Housing/Utilities

Health Care

FoodMeals S

Disaster Servicas

Clothing/PersonaliHousehold [

Arts, Culture and Recreation 4

0 50 100 150 200 250 300

350
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United Way of San Luis Obispo County, 2-1-1 SLO County Community Based Organization/Preventive Health Grant Mid Year Report

Public Resource Directory
Found online at www.unitedwayslo.org/211, the Public Resource Directory received visits from 58 unique IP
addresses, who conducted a total of 527 total searches from July 1 — October 31, 2012.

Top 20 Search terms used online:

| Top Search Terms - 7/1/2012 to 10/31/2012

ALPHA pregnancy J§
counseling 4372302

lawyer

assisted living
counseling

Child support
NAMI

clothing

Food Assistance 4373865
adult youth
sheler

Teens

Legal

homeless

rertal assistance
Homeless Shelter
padres

gang

united way

manial health

food

10 20 30 40 50 60 70 80
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