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From the Desk of Susan Howell, Executive Director-

Over the past six months, our Call Specialists have responded to 19,466 inquiries. This growth represents a
substantial increase over the call volume for the same time period last fiscal year. If the trend continues, CALL’s
staff will handle close to 40,000 calls this fiscal year. Despite the ever increasing demand, our Call Specialists
remain compassionate and engaged as they speak to more than 100 callers each day. According to our quality
assurance data, more than 99% of people contacted for follow-up were pleased with the service they received
from our staff and will contact 2-1-1 again in the future if they need assistance.

Over the past nine months, CALL has been working with Evelyn Szpliet, the “face of 2-1-1” for Manistee County.
Manistee has been collecting resource data from area health and human service agencies, building community
excitement about 2-1-1, and laying the groundwork for the formal 2-1-1 application process. The data gathering
is almost complete. We anticipate that CALL will begin serving the residents of Manistee County in June using
access through our toll-free number 1-877-211-LAKE (5253). We will begin the application process for CALL to
be designated the 2-1-1 answering point for Manistee sometime this summer.

CALL continues to move forward with regional expansion efforts. A team of leaders from Mecosta, Osceola,
Lake, Newaygo, Wexford, and Missaukee have visited the call center numerous times. They are currently in
discussions about moving forward as a six county project to further expand service northward. We anticipate
CALL will commence work with all or part of this six county area within the next quarter.
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2-1-1 Legislative Reception

Michigan 2-1-1 and the Michigan Association of United Ways
co-hosted an extremely successful 2-1-1 Legislative Reception on
March 20, 2008 at the Capitol. More than 80 representatives and
senators stopped by to meet with United Way directors and 2-1-1
leaders from across the state.

f{fi‘;J;I&ZEIJSB‘;vﬁﬁ“ﬁ‘;ﬁ;‘ii‘?&‘;ii‘f&ﬁih CALL Director Susan Howell was joined by Christine Robere, the

P . Director of the United Way of the Lakeshore and Lynne Russell,
the Director of the Mason County United Way. The three stayed
busy throughout the reception explaining the role of 2-1-1 in the
community and fielding questions about CALL’'s regional
expansion northward.

Representative David Palsrok (Mason) was excited to learn 2-1-1
had just gone “live” in his county. Representative Darwin Booher
(Mecosta, Osceola, Wexford) and Representative Geoff Hansen

o . (Lake, Newaygo, Oceana), who both serve on the Appropriations
ggﬁ?ﬁiﬁﬁfﬁéﬁge i?“é&i;;ﬁhi?gejig‘;?”e Committee, listened intently as the directors explained how state
funding is critical to the long-term success and sustainability of
2-1-1 Regional Call Centers across Michigan. Arlan Meekhof
(Ottawa) and Mary Valentine (Muskegon) were also in
attendance. Julia Koch represented the office of Doug Bennett
(Muskegon).

To learn more about potential state and national funding, please
visit the Michigan Association of United Way's website
www.uwmich.org.

Howell speaking with Christine Robere and Rep.
Darwin Booher of Mecosta, Osceola, Wexford.

Mason/Oceana: In late
Call Volume January, the Michigan

Mason and Oceana County Efl;'tél'gllsecrl\ggzr?aot:endmiCS:SAiEE
icially i
October 07 - March 08 as the 2-1-1 answering

point for Mason and
Oceana counties.  After
receiving the formal
approval, CALL began its
work with the telephone
carriers to complete the
switching necessary for
Oceana and Mason
County residents to use
the three digit dialing code.
By mid-March, most of the
call translations had been
finished. By the end of
March, residents could dial
2-1-1 from any landline or
cell phone.
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Call Volume by Caller's County Call Volume by County:

This pie chart breaks out call volume for
each county. Calls from Allegan, Kent, and
other adjacent counties were previously

Muskegon embedded in the total numbers reported for
12,948 = Ottawa either Ottawa or Muskegon Counties. As
we move towards a regionalized service, we

Kent think it is important to illustrate the full
picture of where calls originate. Call volume

*Other differs dramatically by county. This is
reflective of overall population size,

B Mason differences in socioeconomic need, as well as
how 2-1-1 is utilized in each community.

Oceana As more and more people learn about 2-1-1,
we will  continue to see increases in call

m Allegan volume within each county. Revenue/

community support has mirrored the
differences in call volume. *It is interesting
to note that the Ot
calls received from
state of Michigan.

*Other includes 54 out-of-state callers.
The caller's county was not identified on 618 calls.

Calls by Zip Code:

19,466 callers were assisted with information and referral services over the past 6 months. The majority of these calls
originated in Muskegon and Ottawa Counties. The chart below depicts call volume for the 13 Muskegon County Zip
Codes and 14 Ottawa County Zip Codes with the highest number of calls. Specific information regarding service
requests, referrals made, and unmet needs are available by Zip Code upon request, please contact Stacey Gomez at
231-733-8605.
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Top Ten Service Requests Categories

Utility Bill Payment Assistance B 3,200
Food Assistance - 2,441
Housing Expense Payment Assistance B 1.708
Holiday Assistance - 1,237
Tax Preparation Assistance i 713
Housing Search and Information/Residential Housing Options B 691

Medical Expense Assistance/Prescription Medication Services . 530
Household Items I 526

Transportation Services . 505

Home Improvement/Accessibility I 442

Muskegon County mOttawa County m Other

Service Requests & Unmet Needs:

In an ongoing effort to present call data in a manner that is meaningful to the largest group of readers, CALL has
created new reporting categories by combining related service terms under a broader service label. This is consistent
with the direction being given to CALL by Michigan 2-1-1. For example, all requests for Gas Bill Payment, Electric Bill
Payment, Water Bill Payment, and Telephone Bill Payment have been combined under Ultility Bill Payment. All
requests for Mortgage Payment Assistance, Rent Payment Assistance, Rental Deposit Assistance, and Property Tax
Assistance have been combined under Housing Expense Payment Assistance. Please note that categories are
ranked according to CALL’s overall regional coverage, and the Top Ten of a specific county may look slightly different.
For a full listing of service terms included in these categories or for further explanation as to how CALL’s Top Ten is
determined, please do not hesitate to contact us.

Top Ten Unmet Needs Categories

Housing Expense Payment Assistance 732 [127 25
Utility Bill Payment Assistan ce 669 [T99 31
Transportation Expense Payment Assistance 149 I 8 17
Household ltems 156 [19 2
Hollid ay Assistan ce 74 e
Medical Expense Assistance/Prescription Medication Services 61 _
Transportation Services 31 1 5
Emergency Shelter/Transitional Housing 32 a4
Undesignated Temporary Financial Assistance 32 a2
Food Assistance 19 D ek

Muskegon County mOttawa County mOther
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