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From the Desk of Susan Howell, Executive Director - 
This past year, CALL was faced with the challenge of balancing a rising demand for services against cuts to ex-
isting  funding.  Our staff and Board responded with flexibility, creativity, and commitment to our mission.  CALL 
focused on utilizing its resources wisely to provide a quality service and looked at new ways to expand capacity, 
including the       addition of a volunteer component to our program.  And as always, serving our callers effi-
ciently and effectively was at the heart of all our decisions and actions.   
 

Every month, we conduct follow-up with a prescribed percentage of callers to ensure that we continue to meet 
the same standards of excellence that we have always strived to maintain as a Regional 2-1-1 Call Center.  
Hereôs just a few of the comments we received about the service CALL 2-1-1 provided this year: 
 

ñ2-1-1 is a GREAT resource!ò 

ñI am telling everyone to call 2-1-1.  I was made to feel very comfortable.ò 

ñ2-1-1ôs staff are very helpful and courteous.ò 

ñI wanted to call back and say Thank You!  It was hard to ask for help but 2-1-1 made it easy.ò 

ñ2-1-1 is great.  They are always friendly and give me ideas about what I can do to help myself.ò 
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NORTHWEST EXPANSION 
 

The goal of Michigan 2-1-1 is to reach 100% state-
wide coverage by February 11, 2011.  As the Re-
gional 2-1-1 Call Center for western Michigan 
(indicated on the map in green), CALL is on track to 
meet that goal.  Weôve worked hard over the past 
several years to build        partnerships with the 
counties to the north, and weôve made considerable 
steps forward in FY 2009. 
 

Active 2-1-1 for Mason, Muskegon, Oceana, & Ot-
tawa 

 

Began contracting with Lake, Mecosta, Newaygo &  
Osceola for resource development in April  

 

Announced availability of toll-free# for Wexford in 
July 

 

Applied for 2-1-1 designation from the Michigan 
Public Service Commission for Manistee in August 

 

Began contracting with Charlevoix & Emmett for    
resource development in September  

 

Anticipate contracting with the remaining counties 
of Antrim, Benzie, Grand Traverse, Kalkaska, Lee-

Current 2 -1-1 Coverage  
 Planned Expansion  

by Regional Call Center  

    The CALL 2 -1-1 Staff Embraces the Organiza-
tionôs  
   Vision of Effectively Connecting People and 
Services  
 

        Data from follow-up contact with callers showed: 
 

98.5% felt 2 -1-1 listened/understood their need  
97% felt 2 -1-1 made appropriate referrals  
99% would contact 2 -1-1 again for help  

 

The 2-1-1 staff spoke with 47,977 callers in FY 2009.  Our Call Specialists helped to connect people and 
services by providing information, helping identify specific needs, educating individuals about available op-
tions, and empowering callers to take the steps necessary to solve their own problems. Of those callers with 
an identified need, 83% were provided with information or referred to a community organization. Unmet 

CALL 2-1-1õs Mission Statement:  To increase access to community services  
through effective and compassionate information and referral.  
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**Service Requests Category Descriptions  
 
Consumer Services ðincludes consumer     
assistance and consumer regulation services. 
 
Individual, Family & Community Support - 
includes services such as burial assistance;   
social development and enrichment; case/care 
management; mentoring; child care services; 
in home services; mutual support groups and    
parenting education and support. 
 
Information Services ð includes directory    
assistance, library services and information 
and referral services. 
 
Other Government/Economic Services ð   
includes municipal services/public works,      
community economic development and public 
officials offices. 
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*Othe r inc ludes 198  ou t-o f -sta te  

ca l le rs.

Food Assistance 7,463 Repair Services 287 

Utility Bill Payment Assistance 6,949 Education 282 

Individual, Family & Community Support** 3,930 Employment 276 

Housing Expense Assistance 3,842 Volunteers/Donations 271 

Health Supportive Services 2,889 Substance Abuse Services 238 

Medical Care/Services 2,163 Automobiles 169 

Information Services** 1,899 Public Safety 152 

Household Items 1,551 Thrift Shops 148 

Transportation 1,325 Social Insurance Programs 96 

Home Improvement/Accessibility 1,321 Law Enforcement 95 

Housing Search & Information 1,153 Utility Services 88 

Tax Organizations & Services 1,147 Home Purchase Loans/Services 73 

Clothing 1,054 Supportive Housing 64 

Legal Services 932 Public Health 56 

Emergency Shelter/Transitional Housing 854 Other Government/Economic Services** 46 

Residential Housing Options 738 Moving Assistance 42 

Consumer Services** 722 Arts, Culture & Recreation 28 

Mental Health Care & Counseling 609 Courts/Judicial Services/Criminal Correc-
tional System 

19 

Public Assistance Programs 522 Disaster Services 11 

Temporary Financial Assistance 349 Environmental Protection & Improvement 4 

Personal/Grooming Needs 333 Tools/Equipment 1 

Regional Overview  
Total Service Requests  
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Muskegon County Call Data  

 Top Ten Service Request Categories
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Top 10 Unmet  Needs Categories  

 Residential Housing

Options , 62

 Utility Bill Payment

Assistance , 1954

 Housing Expense

Assistance , 1774

 Individual , Family and

Community Support , 282

Transportation , 281

 Health Supportive

Services , 177

Repair Services , 127

Automobiles , 59

 Temporary Financial

Assistance , 70
Household Items , 104

Muskegon call volume increased dramatically in fall 2008 and then leveled off throughout the year with an over-
all    increase  of 14.5%.  Although the top needs are fairly consistent from one year to the next, referrals for 
Food Assistance surpassed requests for Utility Bill Payment Assistance for the first time this year.  This is due in 
part to a problem solving approach used by Call Specialists wherein callers are encouraged to access food pro-
grams which allows them to save money that can then be redirected towards housing, utility bills, and medical 
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Ottawa County Call Data  

Top Ten Service Request Categories
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Ottawa Countyôs call volume increase by more than 18% this year.  CALL concentrated outreach efforts in Ot-
tawa, which resulted in more residents accessing the service.  We plan to continue with additional marketing 
and outreach in the next fiscal year to ensure we are reaching all four of the quadrants in Ottawa.  As the econ-
omy continues to impact our lakeshore communities, it is critical that individuals and families in need know how 
to connect to help through      2-1-1.  As with Muskegon County, referrals for Food Assistance topped the list as 
the most frequently referred service.   

Top 10 Unmet  Needs Categories

 Residential Housing

Options , 32

Education , 29

 Housing Expense

Assistance , 461

 Utility Bill Payment

Assistance , 268

 Health Supportive

Services , 196

Transportation , 168

 Individual , Family and

Community Support , 80

Household Items , 41

 Temporary Financial

Assistance , 50

Repair Services , 35
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Mason & Oceana Counties Call Data  

FY 2009 was the first full year of active 2-1-1 service for Mason and Oceana Counties.  The call volume for Ma-
son and Oceana increased steadily throughout the year, reaching 4% of the overall population by the fourth 
quarter.  Both the United Way of Mason County and the United Way of the Lakeshore (serving Oceana County) 
are working to promote the 2-1-1 dialing code and increase community awareness.  We anticipate seeing these 
numbers continue to climb throughout the next year.  Utility Bill Payment Assistance was the top requested ser-
vice, accounting for approximately 25% of the total referrals made this year. 

Top Ten Service Request Categories

523

226
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133

70

68

67
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49

Utility Bill Payment Assistance

Food Assistance

Housing Expense Assistance

Health Supportive Services

Home Improvement/Accessibility

Medical Care/Services

Individual, Family and Community Support

Household Items

Information Services

Transportation

 Housing Expense

Assistance , 99

 Utility Bill Payment

Assistance , 112

 Personal /Grooming

Needs , 6

Medical Care /Services , 6

Transportation , 38

 Health Supportive

Services , 27

 Individual , Family and

Community Support , 24

Clothing , 10

 Emergency

 Shelter /Transitional

Housing , 18

Household Items , 11

Top 10 Unmet  Needs Categories  
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Combined Statement of Support and Expenditures  
C.A.L.L 2 -1-1  

October 1, 2007 - September 30, 2008  

Support - Fiscal Year 2007/08

18%

11%

13%
21%

37%

Expenditures - Fiscal Year 2007/08

19%

67%

3%2% 0% 3%

5%
1%

SUPPORT  

Senior Resources Grant 82,208.01  

Greater Ottawa United Way 50,995.88  

United Way of Lakeshore 60,000.00  

Contracts & Other 94,625.00  

Member & Community Support 161,752.48  

   Total Support $449,581.37  

EXPENDITURES  

Wages & Benefits $290,541.92  

Communications 13,668.61  

Contracted Services 80,335.80  

IT Services 11,924.64  

Marketing 396.47  

Supplies 9,427.29  

Occupancy & Other 20,382.28  

Travel & Training 5,275.76  

  Total Expenditures $431,952.77  

  

  Excess Support (Expense) 17,628.60  

Com m unit y  Access 

Line of  t he  

Lakeshore Financial 

Audit  conduct ed by 

Br ickley DeLong, 

PLC.  
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President  Dan  Martin  Scholten and Fant  

Vice President  Paula  Kelson  Muskegon County Mental Health  

Secretary/Treasurer  Jeanette  Riley  Muskegon -Oceana Community Action Partnership  

  Jeff Fortenbacher Access Health 

  Wil Griffin City of Muskegon 

  Julie Shyne City of Muskegon Heights 

  Carrie  Larks City of Norton Shores 

 Tim Tubergen Fruitport Township 

 Patrick Moran Greater Ottawa County United Way 

  Nancy  Weller Hackley Community Care Center 

  Melissa Freye Hackley Hospital 

  Peter Sartorius Health Project for Muskegon County 

 Kelli Perkins Holland Herrick District Library 

 Carol McFall JSJ Corporation 

 Evelyn Szpliet Manistee County Face of 2-1-1 

  Jen Bailey Mercy General Health Network 

  Stu Jones Muskegon Area Intermediate School District 

  Wendy Ohst Muskegon County Dept. Employment &Training 

  Laurel Sproul Muskegon County Health Department-WIC 

  Gary Torgna Muskegon County Dept. of Human Services 

  Gwen  Williams Muskegon Family Care 

    

 Mark Kornelis Ottawa Community Action Agency 

 Lisa Stefanovsky Ottawa County Health Department 

 Gentry Mohr Ottawa County Mental Health 

 Jan DeVries Ottawa Dept. of Human Services 

 Chris Baker Ottawa Area Intermediate School District 

 Pam Curtis Senior Resources 

 Chuck Michele Shape  Corporation 

 Lynne Russell United Way of Mason County 

    

Community Access Line of the Lakeshore  
Board of Directors 2009  

560 Seminole Muskegon, MI  49444  

231 -  733 - 1155     Toll Free   1 - 877 - 211 - LAKE (5253)  

www.call - 211.org  


