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Emergency number for life-threatening,
emergency situations where police, fire
and/or paramedics are needed

Three-digit dialing
codes are approved by
the CRTC as public
utilities -- assisting
people with easy
access to special
services

Non-emergency helpline for essential
social services, community organizations,
health and government programs

At a system level, 211’s national brand is an easy to remember public utility
built for standardized, high-volume contact centre services

QUEBEC (oREATER MONTREAL AND QUEBEC CITY OMLY)
LIVE ANSWER

WEB CHAT & TEXT

150 + LANGUAGES

OMLINE RESQURCES

BRITISH COLUMBIA
LIVE ANSWER - 24/7

WEB CHAT & TEXT
150 + LANGUAGES
OMLINE RESOURCES
.» PRINCE EDWARD ISLAND
3 LIVE ANSWER - 24/7
WEB CHAT & TEXT
150 + LANGUAGES
OMLIME RESOURCES
ALBERTA
LIVE ANSWER - 24/7
WEER CHAT & TEXT Ao NOVA SCOTIA
150 + LANGUAGES LIVE ANSWER - 24/7
ONLINE RESOURCES ‘ WEB CHAT & TEXT
PROVINCE WIDE IM FALL 2020 150 + LANGUAGES
OMLINE RESOURCES

SASKATCHEWAN MANITOBA ONTARIO

LIVE ANSWER - 24/7 ONLINE RESOURCES LIVE ANSWER - 24/7

WEB CHAT & TEXT WEB CHAT & TEXT

150 + LANGUAGES 150 + LANGUAGES i -Wi i i

bl . oo Nation-wide expansion is underway
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The 211 Ontario System

Six integrated contact centres
are managed by Accredited,
independent regional service
providers:

211 Central — Toronto

211 Central South — St. Catharines
211 Central East — Collingwood
211 North — Thunder Bay

211 Eastern — Ottawa

211 South West — Windsor

_ Ontario 211 Services, based in Toronto, oversees technology
'2'8“' Data tl?artners. Ontar infrastructure, provides service coordination, provincial
organizations across Lntario partnership development, and acts as the transfer payment
share local data to support 211 . - . .
agency with accountability and governance for the Ontario-wide

service delivery. In some : 7 : . .
communities tﬁ/is includes system to the Ontario Ministry of Children, Community and Social
Services

thehealthline.ca



211°s Core Services

1. Inquiry Service

Find programs and services

in your community.

Navigate the network of human services quickly and easily.

Q. Enter a topic or organization
€» Enter a Location

SHOW OBTIONS

2. Resource Database

Community Resource
Specialist

 S—

Arts, Culture and Recreation
T Tiisd
Diher Government/Economic Services 1076 {1.64%

FoodMeals 5.510 (4.38%)

5,206 17.91%) - Consurmer Services 3,430 (5.21%)
— Disaster 55 (0.08%
»_— Employment 878 (1.33%)
Mental Health/Addictians
5226 7.98%
Legal/Public Safety

6,487 (987%)

Health 8494 (13.22%)

Information Services
6433 (9.78%)

Income SupportFinancial Assistance | Housing 9.492 (1443%)
2.908 (6.42%)

3. Reporting

Community Resource Specialist
Database Curator

N~~~



http://www.211ontario.ca/

1. Inquiry Service

Documentation of
contact for Social
Reporting

Advocacy &
Follow-up

Provide referrals,
offer advocacy for
vulnerable, at-risk
callers and care
providers when
appropriate

Information
& Assistance

Confirm next
steps are
understood,
help prioritize

Needs

\

Individuals with
unmet needs,
those with mental
health needs, or
at risk are offered
follow up cali(s) ,
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~" Hello, Bonjour. ., % )|
% How can I help ~: Referrals; Follow protocols tailored to
‘e you today?

“ local agencies & crisis lines (e.g. intake,
warm transfer); Conduct follow-up with

callers, care coordinators, navigators
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Follow-up Occurs if Accepted

24/7 — Live Answer - Bilingual with On-demand Interpretation (150+ languages) — Online Chat — Text - TTY
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2. Resource Database @

Shareable Data: a centralized data | —————

repository accessible over the in your community.
Internet and designed to Support Navigate the network of human services quickly and easily.
cross-sector interoperability for e

data collection/exchange

* Collected, maintained and indexed
province-wide inventory services

« Shared with multiple partners in

various formats Topics
$,  Abuse/ Assault o Francophones = LeBTO+
iii Community Programs 8t Government / Legal Q Mental Health / Addictions
® Aval Ia ble at 2 1 1 O nta rlo Ll Ca y aS i; z:::;l:r;:fﬂrisis I-: :0::;5’,:955 : :::Z:jlz
well as many custom local and T v e WO s &
Y| Food #  Indigenous Peopl

provincial online directories



3. Reporting

C R Date Range Contact Reports by Geography Age Category
o ontact Reports .
: County/Region Total Contact Reports
Ontario 1/1/2020  12/31/2020 ty/Reg - PO A oider adut
185306 Toronto 65,549 28729 (15.5%)
4 Toronto 65,549
Essex 15,233
Windsor 14,040
Last Refreshed: 8/16/2020 5:31:00 AM
Total Contact Reports by Month Amherstburg 196
Leamington 188 Unknown
Menu About 2Unknown 168 4120
Lakeshore 157
g Essex 155 \_ Adult
) 114,145 (61.6%)
Needs ] Overview Tecumseh 138
- Kingsville 97 Gender
f . 18,544 769 LaSalle 89
Unmet Needs Sharing Pelee 5 Other/Unknown
January February  March April May June July August ~ Ottawa 13,961 23065 (12.45% ~ L
Ottawa 13,961
Thunder Bay 13,849
® Total Needs by Month ® Thunder Bay 13,062
?
31.984 .Unknc.)\yn . 416
26720 25869 24989 Fort William First N... 68
18,530 Male
Thunder Bay, Unor... 43 5703 }J
25,249 11.028 -
County/Region v : Neebing 34 Female
Shuniah 34 105,175 (56.7..)
< & & 3 o X o~ .
@ & « 8 N N
City v o Qéo“) RS i W ¥ » o Nipigon 29
Conmee 25 Language
Age Cat " Greenstone 19
ge Lategory Marathon 15 French 1,941 (1.05%) —
Total Contact Reports by Day of Month @ Terrace Bay 13
Gender v .
Schreiber 6
7 74K 66K :
54 - 58K Manitouwadge 5
Language e 5.2 : 7K Red Rock (Township) 5
Dorion 4
0K Gull Bay First Nation 4
Biigtigong Nishnaa... 3
Total 185,306
| English
0 10 20 30

183,091 (98.8%)

Microsoft Power Bl 10f3 > M Yy B =



https://app.powerbi.com/view?r=eyJrIjoiOGQ5Mjk3ZDEtMjNiMS00NTQwLWIxODctZjNlNGIyYjQzZDFiIiwidCI6ImNhNmRlN2QzLWU0MjgtNDQ3YS05NjU2LTcxMGIzNTgyZDAzNiIsImMiOjN9&pageName=ReportSectionff26faf74b8df72fb4e6

211 PUBLIC DASHBOARD - NEEDS

OntalrioG

Last Refreshed: 8/1

6/2020 5:31:00 AM

Menu About
Contacts [ Overview J
Unmet Needs Sharing

®

Date Range @

12/31/2020

Needs Identified

1/1/2020
18.530

182,384

January
Top 5 Needs by Needs Category @
12.10% 11.87%
10.82%
9.53%
Food/Meals Health Income Information Other
Support/Financial Services Government/Eco...
Assistance Services

Total Needs Identified by Needs Category

Volunteers/Donations

Consumer S... 9,58&(5.25%}~\ [ 1,289 (0.71%)

Employment

1331(0.73%) ™
) 7719731 (10.82%)

Food/Meals
22076 (12.1%)

Microsoft Power Bl

County/Region v
City v
Age Category ™
Gender N
Language v

Mental Health/Addictions
12,040 (6.6%)

Legal/Public Safety

T13111(7.19%)
Health 23,154 (12.7%) —

~__ Information Services
21,644 (11.87%)

' Individual/Family Services
7.576 (4.15%)

Housing 15.041(8.25%) —

Income Support/Financial Assistance
17.388 (9.53%)

{ 20f3 >

26,720
18.015

February

Total Needs Identified by Month

25,869

Other Government/Economic S...

24,989

11.028
April June July August
Needs by Geography

County/Region Iotal Needs Identified A
Toronto 63,394

Toronto 63,394
Essex 16,817

Windsor 15,538

Amherstburg 246

Leamington 208

Essex 178

Lakeshore 168

Tecumseh 142

Kingsville 125

LaSalle 106

2Unknown 102

Pelee 4
Ottawa 15,151

Ottawa 15,151
Thunder Bay 13,964

Thunder Bay 13,248

2Unknown 314

Fort William First Na... 72

Qliver Paipoonge 53

Thunder Bay, Unorg... 46

Shuniah 40

Nipigon 38

Conmee 35

Neebing 35

Greenstone 23

Marathon 16

v

Total 182,384

m Y 0 2
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211 PUBLIC DASHBOARD - UNNEEDS

. Date Range Total Unmet Needs Identified by Month
. Unmet Needs Identified I @

Ontario
4,804 @

1/1/2020 12/31/2020

January February March April May June July August
Last Refreshed: 8/16/2020 5:31:00 AM

<7 A

Menu About Total Unmet Needs Identified by Reason Top 5 Unmet Needs by Needs Category @

1,566
Contacts [ Overview J

13.16%
12.03%
Needs Sharing . 9.76% 10.26%
82 1 8
- - -

Inquirer  Ineligible  Hours of Full/waiti... Program Cannot Inquirer  Language Not
resource ... unable to... for service program list resources... afford th.. hasnotr..  barrier Reported

Food/Meals Health Housing Income Other
County/Region Total Unmet Needs Identified by Needs Category Support/Fin... Governmen..
Assistance Services
Volunteers/Donations
. [ 401(0.83%)
Cit s
Y Emf;"g?;{;t] - Unmet Needs by Geography
Food/Meal — Other Government/Economic S... c ty/Regi Total Needs Identified
~ ood/Meals 632 (13.16%) oun egion otal Needs Identifies A
Age Category 578(12.03%) ™, hd
Toronto 1,267
Gender v Toronto 1,267
Mental Health/Addictions Simcoe 569
T 381(7.93% -
Language Health 469 (9.76%) — ) Barrie 201
__ Legal/Public Safety Collingwood 93
119 (2.48%) Orillia 54
~__ Information Services Midland 48
Housing 493 (10.26%) —~ N .2.13 (3% Wasaga Beach 41
Individual... 213 (4.43%) Penetanguishene 26
| Income Support/Financial Assistance New Tecumseth 19
911 018.96%) Rradford West Gwilli... 18 v
Total 4,804

crosoft Power Bl £ 3of3 B ¥y R = E
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211 Powered by Partnerships @

==l DS

Developmental Services Ontario

ario (:q THE ONTARIO °
Ontario Qg v caregiver

Renfrew County Virtual Triage and Assessment Centre ; J : O C S I\

1-844-727-6404 SHELTER FOR

YOUTH AND FAMILIES Ontario Community

Sapprort Assaciafion
| 1.866.925.5454
ity or connect through 2-1-1
Post-Secondary Student Helpline
@ United Way
% Centraide

Reporting

ONTARIO

PSYCHOLOGICAL E n q u i ry
Service

ASSOCIATION

Resource
Data

- ,
ReportON Eontario Talk';i!-lHealing

eeeeeeeeeeeeeeee

Ra @ RURALONTARIO
mmn  [NSTITUTE

cupwosttp amiple..

Canadian Union of Postal Workers

||| FEED
ONTARIO



https://amplelabs.co/

D)
Ontario

211 Ontario works with the six Regional Service
Providers who are independent organizations with a
social mission, to leverage 211 infrastructure to support
local and regional partnerships that improve outcomes
for people impacted by SDOH

2" \SOCIAL
Ve’ IMPACT




Simplifying
Access to
Mental

Health
Services




Provincial partnership example:

1.866.925.5' 5% 1.B66.925.5%5¢

ou en composant le 2-1-1 -nr-::rlnm:ltl'rmgh 3.1-1
Ligne d'assistance pour les étudiants )
des colléges et des universités Post-Secondary Student Helpline

Good2Talk offers professional counselling and information and referrals for
mental health, addictions and well-being to post-secondary students
in Ontario 24/7/365.

211’s Community Navigators answer the Good2Talk line conduct a brief pre-
screen, directly connect callers to either Kids Helpline or Connex Ontario,
and/or offer other community resources.



Finding mental health and addiction services with one call or click

shtt

Common Point

Common Point Click
Information & Referral for

Mental Health & Addictions

North Simcoe Muskoka

CommonPoint.ca

A custom online directory,
categories and age groups by
sub-region

A custom calendar of daily,
occasional and one-time
mental health and addictions
program and services

Funded by Ontario Health
(Central Region)

Need
Dial

help? Can't find a service?
or 1-866-743-7818

24/7 | Free | Confidential | 150+ Languages | Live Answer

Guichet unique

Besoin d'aide? Vous ne trouvez pas un service?
Composez ou 1-866-743-7818

How to Find Mental Health & Addiction Services in North Simcoe Muskoka

24/7 | Gratuit | Confidentiel | 150+ langues | Réponse en direct

To begin, follow the steps below to find services to meet your needs. Mot sure what kind of help you are looking for? Call the 247 helpline 2-1-1 and 2 Community Mavigator will be

happy to help you

Option 1: Are you in Crisis?

Do you need te talk to sameocne right
now? Call the Mental Health Crisis
Line at 705-728-5044 or 1-888-F53-
&3

Browse Services

U=z the map to browse Addiction &
Mental Health Services serving your
area:

Mutkoks Dicirist

Midiand, ‘Oriliiz £ Arag
Fenstanguishens
2 Ares

Barrla
B arsa

& Aren

Option 2: Contact your Family
Doctor or Nurse Practitioner
Some Family Doctors have their own
mental heskh and addiction counsellors
at their Famity Health Team. Ask your
doctor if they are a member of a Family
Health Team.

If you do not hawve a Family Doctor, click
here to scosss Health Care Connect.

0, Mew Search

Addiction Services

Option 3: Counselling Session

If you feal you just need to talk to
someone, fres, single session walk-in
counselling is available throughout the
region. Mo appointments are nesded
Chick on the calendar tab below or
szarch the directory to find available
locations, dates and times.

Mental Haskh Services

Option 4: Search our Directory

This directory includes gevernment
funded agencies that provide mentsl
health & addiction services. We have 3
different mini-directories to help you find
what you need. Select the sppropriste
tab below to get staned...

Self Help & Peer Support = Calendar

Uze the calendar bebow to find mental health and addiction programs that are available on a shart-term, one-time or walk-in bazis

Calendar

| Today n n Tueeday, January 14 ~

Tuszday, January 14
5:00am J
T00am
A:30am
B-30am
A:-30am
B-30am
B-30am
3-00am
G-00am Barrie

Walk=in

-00am
11:00am
1:00pm
1:00pm
1:00pm

GPrint Week  Month

Agenda = Post your Service

Read owr Inclusion
Puolicy

Submit a Program
for the Calendar



South Georgian Bay Example:

COLLINGWOOD
G&M HOSPITAL

Mental Health Response Unit

— 7 211 Navigators support
“Nor & Youce con responders assisting complex
o =eeNICE _ . d d | . f .
o individuals in need of accessing
’ urgent services (motel vouchers,
shelter services, discretionary

funding, transportation)




The Child & Youth Mental Health Planning Table for Nipissing, Parry Sound and
Muskoka launched a 24/7 Child & Youth Crisis Line

211 provides the answering service for the line, assessing callers and following
protocols to connect callers to the nearest available assistance, and also produces
needs and trends reports on all calls to support planning activities

Q
mental health
Crisis Ime

their families, caregivers and s.-eru'i-ce pmuidgﬁ.-.

1.844.287.9072

MUSKOKA = NIPISSING » PARRY SOUND

www.somewheretoturn.ca
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Sample of Reports:

crisis line

1.844.287.9072

Calls Answered/Abandoned/Outbound Average Time to Answer
30 57 (seconds)
25 i

20
15 B Answered
B Abandoned 7
10
1 0
0 = T 1
After Hours EN Daytime EN Outbound Calls 0 20 40 60 80

Average Talk Time in Seconds

Outbound (transferred) H 273

After Hours EN 558

0 100 200 300 400 500 600




Sample of Reports — single call details:

mental health
crisis line

1.844.287.9072

AutaSave CYCL Individual Call Reparts July 2020 ~ P Search
File Home Insert Page Layout Formulas Data Review View Help ACROBAT
%E”t Calibri Ju AR | =E=E 8 BwaepTet General . B % Normal Bad Good Neutral . S EnX |
opy v e B _
Paste < Format Painter IU-~ O A | ZE == == EMergesiCenter ~ | $ % 3 G0 Fcofr:f:mﬂ;' F%?\ths [calculation | | | expionatory... = | et D
Clipboard ] Font [ Alignment F Mumber ] Styles Cells
L1 - I EnteredByWorkerNum
A B C E B G H | J
1 |callRepor CallDateAndTime$ CallDateAndTimeE CallLengtt PhoneWao PhoneWo CityName CountyNa StateProv Narrative Volun
77014892 2020-07-3019:09  2020-07-3019:31 22 83982 Bryan Cob North Bay Nipissing ON Dr. Nicholas from North Bay Hospital requesting follow up call from crisis worker for 6 year old male in ER. He has a worker
2 at Hands. | spoke with the CYCL crisis worker who will call the Dr back.
77008351 2020-07-3016:26  2020-07-30 16:34 8 60809 Lorraine R North Bay Nipissing ON The caller was a worker from the North Bay hospital calling in regards to a 16 year old male. Transferred her over to the
3 crisis worker at Hands.

76988992  2020-07-309:14  2020-07-309:23 9 60809 Lorraine R Bracebrid)Muskoka ON The caller was a worker at the Bracebridge ER department. She was calling in regards to a 16 year old male who needed to
be reassessed by Family Connections. The male was assessed by the agency yesterday in Orillia, but he is now in emerge
at the Bracebridge hospital on a form 1.When | called Simcoe Muskoka Family Connections, the lady who answered was in

4 the Barrie office and she transferred me over to an intake line that was busy. The ER worker said she was ok to wait on the
5 | 76987566 2020-07-30 8:09 2020-07-30 8:11 2 81225 Philippe hunknown ON

76916469 2020-07-28 13:08 2020-07-28 13:34 26 60806 Erin ModiiBracebrid) Muskoka ON Lee from Bracebridge Emerg, calling on behalf of 12 year old male with mental health concerns. Currently in Emerg with
mum, because he has been acting out, threatening himself and others, increased aggression, headbutting, biting, etc. He
was seeing a counsellor prior to Covid, but hasn't connected with the counsellor since Covid hit. Lee was unsure of which

6 agency the counsellor was with.

76887897 2020-07-2717:29 2020-07-2717:48 19 131022 Maysan M North Bay Nipissing ON 16 year old Caller expressed their suicidal and scared of themselves. They don't have an immediate plan but thinking of
7 harming themselves. having suicidal thoughtsafriad of herself and needs a safe place
8 | 76878721 2020-07-27 14:30  2020-07-27 14:36 6 65136 Sasha Bus Barrie Simcoe ON calling from community

76829724  2020-07-2519:39  2020-07-2519:53 14 42113 Silvia Cha' North Bay Nipissing ON Caller is the mother who is calling for her 13 years old son who ran away into the bushes. The mother called the police so
that they can support with the search in finding him. During the conversation she spotted him and she wanted to know
how she can get him services to help him with his anger. Mother said she will ask the police to take him to the hospital but
if they refuse she will call back tomorrow to see if she can make other arrangements. Child is not hurting himself he just
got angry because the mother claims he wanted to talk to her and she refused to talk to him as she was having her dinner
and so that led him into becoming upset and left the house. Mother said if her son is taken to the hospital she will call
back to see if she can get connected to kids help phone and have therapy to see him tomorrow. | encourage her to call us

g back should she needs our services.
10 | 76829645 2020-07-2519:35 2020-07-25 19:36 1 42113 Silvia Cha' Thunder EThunder E ON
11 76815418  2020-07-258:08  2020-07-258:15 7 41939 Brent SouBracebrid|Muskoka ON crisis worker bracebridge calling about a 14 year old who overdosed.

76767455 2020-07-2319:30 2020-07-23 19:38 8 111158 TainaJose Mattawa Nipissing ON The caller returned a call she got from Hands after 7 pm. She indicates a message was not left, but she wants to know why
she was called. She thinks it might be concerning her son that had a counselling appointment earlier today. | contacted the
after-hours therapist for Hands; therapist indicates that she has not made any outbound calls and she is the only therapist
working tonight. She mentioned that they have been experiencing a lot of scam calls and that might have been one of

12 those cases. | relayed the information to the caller who said she will wait to see if she gets another call.
76720832 2020-07-2216:21  2020-07-22 16:30 9 76181 Leah Tees Huntsville Muskoka ON CYCL: | received a call from mather about her 15 year old son who has been threatening suicide and today he mentioned a
13 plan to hang himself this evening in his closet. |transferred to after hours counselor in Muskoka named Time.

76702859 2020-07-2210:10 2020-07-22 10:19 9 76181 Leah Tees Georgian | Muskoka ON Caller is mother of 11 year old son who is having a manic episode and has decided that her is going to ride his bike from
Mactier to the Parry Sound Hospital. Mother had her two older children follow him on their bikes to see where he goes.
We talked about calling the police as soon as he hits a major highway to keep him safe. | dialed the Muskoka worker and as

14 I'was about to transfer the mother to her, the mother disconnected.
Murse from Morth Bay regional hospital emergency unit called requesting the crisis worker to come and assess an 11 yvears
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Sample of Reports — aggregate outcomes:

crisis line

1.844.287.9072

Community Navigator Response and Referrals

A

® Other Referral; Kids Help Phone; Autism Services North Bay

m No Referral

® Protocol 1 - transfer to callers nearest service provider

m Protocol 1 - transfer to Child and Youth Crisis Answering Service

® Protocol 1 - transfer to Family Support Services North Bay

® Protocol 1 - transfer to Simcoe Muskoka Family Connexions
Bracebridge Office

13

m Protocol 2 - transfer to therapist

® Protocol 3 - make an appointment; Bsaanibamaadsiwin Native
Mental Health; Kids Help Phone




Simcoe County - Pathways to Child & Youth MHA for under 18

PATHWAYS TO CHILD & YOUTH MHA SERVICES for under 18 — FINAL MARCH 2018

A life threatening situation in which an ir

is imminently

Meets Admit criteria

for Inpatient— fax
referral and
documentation t RVH

CYMH
INPATIENT

ham to self or others, unable to aeate a plan for safety, severely Bed Allocation
disoriented or out of touch with reality, has a severe inability to function, or R — Youthin
is otherwise distraught and out of control. For example: S Meets criteria for School at
= Acting on a suicide threat ‘Go to Local HOSPITAL CYMH ACUTE discharge
» Homicidal or threatening behavior EMERGENCY DEPARTMENT [ —— from CYMH
» Self-injury needing immediate medical attention Fax referral to CYMH = Program?
EMERGENCY » Severely impaired by drugs or alcohol e service start date .
» Highly emratic or unusual behavior that indicates very unsafe behavior YES NO
| Elt :.I‘or an 'nabi'nﬂm carefor themselves = v
MENTAL HEALTH AND ADDICTION MURSES in SCHOOLS
OTE* In Simcoe County, starting in Spring 2018, some adult Crisis If Not High Risk Support for up to 90 days to from i back to school
services in hospitals will provide Crisis Assessments for youth 12 and up. Emergency then discharge and community senices.
Check with your hospital MH Crisis Service to find out the oge group they with MH Crisis Card and Student of:
serve. For children under 12, or where hospital MH aisis does not provide other resources (walk in, Simcoe Muskoka Catholic District School Board & Tril lium Lakelands School
assessments to 12-16 year olds, contod Primary careetc.) Board contact NSM LHIN 18887212222
Simcoe Chikd Crisis Service 1.888.893.8333 Simcoe County District School Board contact Central LHIN 1.888.222 0876
In Muskoka, contoct Child Crisis for under 16 at 1.844.287.9072 Conseil scolaire Viamonde & Conseil scolaire catholigue Mon Avenir contact
Toronto Central LHIN 1.416.506.5888
Call MENTALHEALTH i Crisis For Longer Term supports Re@ o Community MHA Services
Anorrlife threatening situation in which an individual or family & exhibiting CRISIS Refer to Call 2-1-1 for Information on all health and community services
exv_eme emational disturbance or ber_lam_oraldistras, consideringor } 2447 evewda? M= Community—3»]
talking about harm to seff or athers, disoriented or out of touch with reality, _ A A
; ; . . e 2 Simcoe 1.888.893.8333 VIR SUBSTANCE USE
hasa compromised ability to function, or is otherwise agitated and unable Ac " -
URGENT tobe calmed Muskoka 1.844.287.9072 As needed CMHA Simcoe 18004614319
- . i CMHA Muskoka Parry Sound 1.800.668.1856
For Indigenouws Sendices contadt your Friendship centre, Health Centre
or Enaahtig Community Mental Health 1.705.330.4059
YES NO EATING DISORDERS
Bxtreme distress ~ Sendto Needs CYMH Acute Outpatient RVH 1.705.728.5090 X47125
Closest ED Use Referral Form p.6 Collingwood RVH satellite 1.705.444 8601
OSMH 705.325.2201 X3054
PRIMARY CARE
A and Brief T ANXIETYE MOOD GROUP PROGRAMS
Counseling i available at Family Health Teams & Community pmn JH EMERGENCY Coping Cat (7-12) Newpath 1.705.725.7656
Health Centres. Mood Maragement (teens) Newpath 1.705.725.7656
Cool Kids Muskoka 1.800.680.4426
¢ WALK IN COUNSELUNG CLIMICS
_ DIFFICULT OR AGGRESSIVE BEHAVIOUR GROUP PROGRAMS
MEDICAL SPECIALIST CONSULTATION NEWPATH Child and Youth Mental Health Stop Mow and Plan [SNAP) (5-11) 1888.454.6275
(0-18) for dates and locations go to
PEDIATRICS PEDIATRIC PSYCHIATRY TR POSTIVE PARENTING Provided by many agendes. To find a session contact
Moderate arxiety i Health Connectiol 18777217520
et Severe andey FAMILY CONNEXIONS Child & Youth MH = "
Severe depression 5 .
R Developmental delay Fomnes el A LT LA e o SPECIALIZED MENTAL HEALTH SERVICES call 2-1-1 for details
Cognitive Impairment Bipolar W Tamilyconnexions.ca Kinark (Barrie and Midiand) 18884546275
Speech & Language High risk with severe cutti ich (Barrie,Orillia, 5.5imme, Cwood)  1.705.725.7656
= z cutting or suicide | | > . S
Learning Disability e | T LT T R | | Family Connexions C&Y MH Muskoka ~ 1.800.680.4426
ADHD/ADD Disruptive ODD/FASD S R I I S D T TR Francophone servicesLa Cle 1705.549 3116 x162
Tourettes'/Autism gt [ s CMHA Simcoe 180046124319
JE1 E-PSYCHIATRY www._nsmwalkincounselling.ca
Tics e Waypoint (16-24) 705.549.3181 X2308 CMHA M# Parry Sound tmsszmsa
= 'g,tm,‘ ers — refer o RVH/ HANDS Family Health 705.384.5808 All About Youth 12-24 Barrie & Orillia Enaat '"gmmum".""m’d' ]_: um&mmagm
i e VirtualER urgent  905.435.8948 T oncalt OSMH . 705.32 %3122
Eating Disorders Service Or contact your OTN coordinator (mHO_)lllllurleH 1.705.445.2550
NOTE: Kinark, & Family dients ChildF
I P viz vi
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Paramedic Closed loop Referrals in Simcoe County and Grey County
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Client Name:

Address:

No Fixed Address [
Phone #: [ Text Onky
Or Email:

Name of Alternate Contact:

Phone # of Altarnate Contact:

A
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COMMUNITY PARAMEDICINE OPEN REFERAL STATUS REPORT

211 Open Referrals

Report Date: April 28, 2017

Part 1
Chiennt Mame Rusbersal Diate Swrvicw Refurrabe Short Term Cubimes  Commwnts
1 ] CCAC has #5W coming In
once a week, Wounds ane all
Mo impact on healed up at this tme. Has
servioes Helping Hands- housing
keeping. s able to complete
2017/03/16
L 15 a weteran, CCAC comes
inta the hame, ha
M impact on homecame 4 imes a day. Will
services contact Vetera ffairs In
near future far mone
2017/03/24
"

211 receives an average of 25 referrals each week from Simcoe and Grey

Paramedics, and about 50% of patients are connected to new or additional services

T

)| Referral

This patient has been referred to the following
Health Link: O Mot refered

& Barria
C North Simeoe 0O Scuth Gecrgian Bay
O South Simcoe North York Region

O Couchiching

25

Eves O Ne

14

7 Food, Maals

7 Health Care Options Noted
~7 Housing

7 Income Support and Assistance

7 Individual, Family and Communily Supports

77 Legal, Consumer and Public Safaty

~7 Mental Health and Addictions

=7 Transportation

77 Litiity Assistancs

7 Other:

Referring Source (please print): Kyle MacCallum {Comn

Phone #: (705) 726-9300 axt. 1688 Fax#: (705)

Choose an item.

Aprl 20, 2017 -
left & message

ne answer,

h
Choose an item. | o mpact on April 25, 2017- no answer,
servioes left a message
Choose an item. April 26, 2017- has CCAC,
2017/04/13
Choose an item. April 25, 2017- no answer,
left & message
e o il 37 FH17-
Choose an item. Unabile to contact J‘-E. 27, 2017- no answer,
left & message
Choose an item. Mav 1. 2017- no answer. left
2017/04/18
tem. april 24, 2017- CCAC is
coming o the home 5 days
tem. Mo Impact on & week, one
] hour a day. Uses
tem. devices, uses & wa
2017/04/18
Chestsh Inclependence April 24, 2017 AL comes
Earth Angels Suppart to the home teice a day,
Servioes 3 seter s
X Sy Evhmond helping her within the home
;:D?; ak Home Support for now. 1s interest in home
2017/04/18 reees
Daisy A Day Home Care James in hospital spake with
Red Cross Spouse James past
t of CEAC <P
- Services Enhanced dient of CCAC -FSW. Will
Choose an item. speak with
CCAC case worker at the
2017/04/18

Naotes!

nobility 155ues at heme — | believe she lives in a trajler,
Apparently could benefit from maobility devices {grab bars,
lamp stc). Paramedics concerned for her ability 1o get outin
he case of an emergency. Used to be on CCAC for
issistance poat collapsed lung | belisve. Mot eating

roperly.

Community Paramedizine Cagrdinator)
(708} 722-8601

Date: 2017/04/20
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911 calls analyzed from 2015/05/01 to 2019/09/30

For patients that specifically received some level of support through a referral to 211

6 Month Pre/Post Referral Comparison (n=559)
211 Referral Impact on 911 Call Volume - Existing Services
Enhanced

2552

1846

l 706
28%

911 Calls for Paramedic Services

I Pre-Referral Call Volume O Post-Referral Call Volume




Supporting
Patients

Impacted by
SDoH




Georgian Bay FHT began Referrals to 211 in 2015
It began as a Central Referral Service for Community Support Services as a pilot
project of the South Georgian Bay Health Link

Collingwood doctors screen patients for poverty
to improve health

NEWS  Aug23,2018 byJohnEdwards® Collingwood Connection

£ |w]e]in[=]

Or. Harry 0'Halloran of the Georgian Bay Family Health team screens patients in hopes of connecting them with community

services. &#l; - John Edwards/Metroland

@ Health Care Professional’s Referral Form

Fax to: 705-445-1516
Admin: 705-444-0040 ext.249

Central East Ontaria

Social Determinates of Health - 211's Community Mavigators help people understand and effectively use the programs
that are part of the human service delivery system. They help people make informed decisions about possible solutions.
Community Mavigators will advocate for people and conduct follow up with those that are vulnerable. Community
Mavigators are prepared to assess and meet the immediate, short-tarm needs of people who are expariancing a crisis.

Patient/Client Name: Health Card

Address: Health Card Version

No Fixed Address|_] DOB (Y/M/D):

Phone #- Identifies as:

Text Only[_| [ Jmate[Famaie[ ]otner

Or Email: Other patient demographics:

Name/Al Contact: Dlndlganous |:|Franmphona
DNQW Immigrant I:‘ Vateran
DO'Iher Languagea:

Phone #/Aliemate Contact: Poverty screening information:
DHas difficulty making ends maat

Patient has been referred to a Heaith Link|_| [ JHas not fled taxes

The client/patient agrees with this referral and the collection and sharing of this referral with Community
Connection/211. Consent by clientipatient [ | Yes[ |No Consant by Substitute Decision Maker[_Jves[ JNo

Identify potential problems or needs: Referral notes:

Clothing. personal, household neads

| | Emgployment
Food, meals
Health care opfions (clinics, education programs,
peer support, labs, pharmacies, ate.)
Housing
Income support and assistance

] Individual, family and community supports
Legal, consumer and public safety

Mental health and addictions (community & clinic,
crisis'distress lines, peer support, counselling)
Transportation

Utility assistance

Retferring Source/Form Completed by: Date:
Physician/Staff Mame: COrganization

Phone #: Email:




South Georgian Bay Sample Report from 2019

Top Needs & Referrals

The chart below shows a count of the number of needs presented by referred patients in each category, how many referrals were given (in
total) to meet those needs and how many patients reported that didn’t need referrals for the given need at that time.

The most common need presented by patients referred to 211 was for transportation. This chart highlights how many referrals are actually
given to meet each need type. The high number of referrals for transportation tends to highlight the barriers/issues that people experience
with resources currently available.

Transportation 34

p|
w

Basic Personal /Household Needs

l
VY
(o 1Uo]

Food Insecurity

(=)
[
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=
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Social Isolation
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=
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[
H

. . 9
Housing Insecurity r
9
Other m ® Needs
8
Mental Health / Addiction F 9
3 M Referrals

Assistive Devices
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h
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1 Patient Felt Service Wasn't

Legal Help Required
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*Base: 64 Patient Referrals



What's different for Health Care Referrals — Blue Activities

Advocacy, Case

3 Minute Conferencing
Empowerment £ :
Conversation Documentation of
) Contact Activities &
Information Outcomes for
& Assistance Reporting
l/ - When appropriate,
ey Confirm next provide additional
Isolation Sereening . steps are resources tp support All patients are
. understood, the Patient’s offered
N : } help prioritize Caregiver follow up call(s)
‘ 1 |-
Needs \ |' —
Assessment \ || :
\\ \\ |I ll
\\\ \\\ & A 4
S N

Referrals; Follow protocols tailored to
local agencies & crisis lines (e.g. intake,
warm transfer); Conduct follow-up with
callers, care coordinators, navigators

An outcome
report is faxed

Follow-up Occurs if Accepted
to referrer




Outcome reporting

Did the patient connect with the
services?

What other needs were
identified?

How did those services work for
them?

Were other referrals needed if
that referral did not work for the
patient?

Were barriers identified by the
patient?

D
IMPROVED
HEALTH
OUTCOMES

Closing the loop on referrals



3 Types of
Outcome Reports

These were developed in
collaboration with Health
Care Providers to ensure the
Outcome Reports met the
needs of the end users.

No
Contact

Made

Contact
Made and
Follow Up
Declined

Contact
Made and
Follow Up
Accepted




Sample of an Outcome Report :

. Referral Outcome Report

®*  Pstient has sent an email to Ontario Employment Services, they will try ta connect today by telephane

Healthcare Provider: Marta Borges

Organization: GBFHT

| Fax to: 705-444-1383

Patient Mame: -

Health Card: _

oo (v//0): |

Health Card Version: .

Reason for Referral: Housing insecurity

Aszsezzment Notes:
*  Patient interested with obtaining housing
search assistance
*  Reviewsd subsidized housing, rent geared to
incomie and housing retention fund optionz
* |5 actively searching online

Date Referral was received: 2020-07-15

Date case was closed: 2020-07-28

Referral Offered:
*  Regional Housing Support Services, South
Georgian Bay- Rent Payment Assistance,
Housing Search Assistance

OThe patient felt service was nat requirad.

# of attempts made to contaci: 2

# of contacts made: 2

Did the Patiznt follow up on the referral? Ma

IF YES: Choose an item.

| If the Patients need was MOT met: Choose an item

Poverty Screening

Does the Patient ever have difficulty making ends
meet at the end of the month? Choose an item.

Has the Patient filled out and sent in their tax
forms? Choose an item

If MO: Patient will keep referral for future reference

Stage of Change: Contemplation

| Type of Conversation: Had a Confidence Conversation

Questions Asked: Confidence: If you rezlly dedide to... Do you think you could do jt.2 What would prevent you

from...? Hows do you think you can...?

Reason for Referral: Community supports

Aszezsment Motes:
®  Pstient indicated they would benefit
reviewing employment options
*  Pstient indicated they would benefit from
additional counselling supports
*  Pstient indicated they would benefit from
basic nesds grant

Motes:
*  Patient was just releazed from employment

*  They have connected with previous emplayer for employment opportunity
®*  Pstient will secure employment before they have opportunity to mowve into new accommodations

Referral Offerad:

*  Omtario Employment Services- Tracks
Employment and Resource Services of
Geargian Bay

*  Catholic Family Services of Simcoe- walk-in
counselling / Telephone counselling- General
Counselling Services

*  OFA's Dizaster Responsze Metwork- General
Counselling Services™ Covid-13

*  United Way Urgent Needs Fund-
Undesignated Tempaorary Financizl Assistance

IThe patient felt service was not required.

Form Completed by Community Navigator: Sasha
Bushert

Fax: 705-443-1516

Email: sbusherti@communityconnection.ca

Phone: 705-444-0040 gxt 153

Did the Patient follow up on the referral? No

If YES: Choose an item.

tem.

| If the Patients need was NOT met: Choo

If NO: Patient will keep referral for future reference

Stage of Change: Preparation

| Type of Conversation: Had a Confidence Conversation

from...? How do you think you can...?

Questions Asked: Confidence: If you rezlly decide to... Do you think you could de jt..? What would prevent you

Notes:

*  Patient is waiting for a call back from OPA counzelling, application was processed
*  Patient is waiting for a call back from United Way Urgent Needs Fund, application was processed

®  Patient has not connected with Catholic Family S3ervices Counselling

1 Re

4440040 gxg 249

4-0040

545245



Outcome Reports

Let you know the
outcome to your referral

Outcome
Reports Report on the person’s

o [0 J0% Key stage of change
Things =

Let you know all the
referrals provided so that
you can reinforce this
with your patient




Sample of an Aggregate Data Report (subset of data):

Follow-Up Calls / Continuing Support

All patients referred through the HCR process are offered follow-up if the assessment done by the 211 Community Navigator indicates that further
support could be of use to the patient. This January to June 2020, follow-up calls were accepted by 9 of the 23 patients. Those 9 patients presented
with a total of 31 needs and an average of 3.4 needs per patient (details in middle graph below). All of those patients needed financial assistance.

Follow Up Offer # of Needs Per Patient (Patients Needs Per Category (Patients who
who accepted follow up offer) accepted follow up offer)
Financial Assistance I 7
8needs 0
Housing Insecurity I 5
7 needs [ 1 Food Insecurity I [
Community Clinics I 3
) 6 needs [N 1 Assistive Devices I 2
Declined .
Follow Up Accepted 5needs [ 1 Transportation I ?
Offer Follow Up |:> Social Isolation I ?
g Of;er 4needs [N 1 Falls Prevention B 1
Legal Help mmmm 1
3needs [INNNENEGEGE 2
Mental health/ addiction . 1
2needs 0 Basic Personal/ Household needs N 1
Other BN 1
1need [NNENEGGN 3 Community Supports N 1

*Base= 23 patients with whom 211 was able to make
contact, *Base for 2 charts above = 9 patients who accepted follow —up offer




Outcome Reports

E Demographics

Aggregate
Data Produced

Loop Referrals

Prevalence of Needs




211 Central East Health Care Referral Partnerships

Partnership _____ Status |

Family Health Teams & Simcoe County Georgian Bay FHT Active since 2015
Community Health Centres South Georgian Bay CHC Active since 2017
Couchiching FHT Active since 2018
Barrie FHT Active since 2018
District of Muskoka Algonquin FHT Active since 2019
Cottage Country FHT Active since 2019
Bruce County Sauble FHT Active since 2019
Brockton/Kincardine FHT Active since 2019
Hospitals Simcoe County Royal Victoria Hospital Active since 2019
Collingwood General and Active since 2017
Marine Hospital
Orillia Soldiers Memorial In Development
Hospital

* Local annualized funding from municipal governments and United Ways to support 211°s
Health Care Referral work in Bruce, Grey and Simcoe Counties and the District of Muskoka



For 211, it’s a time consuming, administrative burden

Health Care Provider
faxes Health Care

Referral electronically locked Fil Contact, demographic
as a PDF prm———— locked rile on & reason for call is

our internal manually input into a

Server new call report in
The Outcome Report is then iCarol

manually written
up in the appropriate Referral
Outcome report \

Call is made;

Microsoft Word Microsoft Word Microsoft Word

Placed in
folder in a

Document Document Document assessment &
Referral Given — Referral Given — referrals recorded
No Contact Made . i iCarol
Follow Up Declined Consent to Follow Up IniCaro

The fax is scanned

faxed to Health AN o W_— into the EMR
Care Provider A - P g as a PDF
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		Healthcare Provider: Dr. Sammy Jones



		Organization: RBFHT

		Fax to: 705-333-1234







		Patient/Client Name: Susan Flemington

		Health Card: 1234 5678 9012 3456



		DOB (Y/M/D): 1962/12/05

		Health Card Version: AB







		Date Referral was received: 2018-12-03

		Date case was closed: 2018-12-07



		# of attempts made to contact: 3

		# of contacts made: 0



		☒We were unable to reach the client



		Notes: 

Dec 3, 2018 - No answer, no voice mail

Dec 5, 2018 - No answer, no voice mail

Dec 7, 2018 - No answer, no voice mail



Unable to reach patient



		☒ Should the Patient phone back, we will reopen the Patient’s file, and resend an Outcome Report with updated information.







		Form Completed by Community Navigator: Sasha Bushert

		Fax: 705-445-1516



		Email: sbushert@communityconnection.ca

		Phone: 705-444-0040 ext 153
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		Healthcare Provider: Dr. Sammy Jones



		Organization: RBFHT

		Fax to: 705-333-1234







		Patient/Client Name: Susan Flemington

		Health Card: 1234 5678 9012 3456



		DOB (Y/M/D): 1962/12/05

		Health Card Version: AB







		Date Referral was received: 2018-11-20

		Date case was closed: 2018-11-30



		# of attempts made to contact: 3

		# of contacts made: 1



		☒The Patient declined a follow up call. We are unable to report as to whether the referral worked for the Patient. 







		Reason for referral: Falls prevention

		Assessment Notes: Patient would like to be connected with agencies who can help her strengthen her muscles to prevent frequent falling. 



		Referrals Offered: SMIFS

YMCA

		☐The Patient felt service was not required. 

☐The Patient was ineligible after assessment.







		Reason for referral: Assistive devices

		Assessment Notes: After assessment, patient felt that she wasn’t interested in having an assistive devices and will work to strengthen her muscles. 



		Referrals Offered: 0

		☒The Patient felt service was not required. 

☐The Patient was ineligible after assessment.







		Reason for referral: Financial assistance

		Assessment Notes: The Patient requires some assistance paying for falls prevention programming. 



		Referrals Offered: St Vincent de Paul, Service Agencies 

		☐The Patient felt service was not required. 

☐The Patient was ineligible after assessment.









		[bookmark: _Hlk530210185]Form Completed by Community Navigator: Rhonda Thompson

		Fax: 705-445-1516



		Email: rthompson@communityconnection.ca

		Phone: 705-444-0040 ext 239
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		Healthcare Provider: Dr. Sammy Jones



		Organization: RBFHT

		Fax to: 705-333-1234







		Patient/Client Name: Susan Flemington

		Health Card: 1234 5678 9012 3456



		DOB (Y/M/D): 1962/12/05

		Health Card Version: AB







		Date Referral was received: 2018-11-05

		Date case was closed: 2018-12-19



		# of attempts made to contact: 8

		# of contacts made: 4







		Reason for Referral:  Financial assistance

		Assessment Notes: Patient hasn’t filed taxes for the past 5 years. 



		Referral Offered: CRA volunteer clinic

		☐The client felt service was not required. 



		Did the client follow up on the referral?         Yes 



		If YES:  Clients need was NOT met

		If the Clients need was NOT met: Service full, wait list



		Notes: The patient has been put on a waitlist and there are no other services to refer her to. 







		Reason for Referral:  Social isolation

		Assessment Notes: Patient is having difficulty getting out of her house and would welcome a friendly visitor if this is a possibility. 



		Referral Offered: Home for Life

		☐The client felt service was not required. 



		Did the client follow up on the referral?         Yes 



		If YES:  Clients need met through 211 referral

		If the Clients need was NOT met: Choose an item.



		If NO: Choose an item.



		Notes: The Patient was assessed for friendly home visiting through the Home for Life program and was matched with a volunteer who visits her weekly. 









		Form Completed by Community Navigator: Megan Wansbrough

		Fax: 705-445-1516



		Email: mwansbrough@communityconnection.ca

		Phone: 705-444-0040 ext 153
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Data Platform Technology Project Underway

Office 365
Dynamics
CRM &
Custom Data
Platform

Bi-directional data
sharing for 211
between health care,
paramedics and EMRs

Seamless integration
with other internal
and external systems
to share data

Dashboards and
custom reports to
improve service
delivery and
operations

Customizable intake
tools

Secure notification
system to inform
service providers and
clients

Multiple
organizations can
work as one virtual
organization

Consent management
ability

EE ]
mechanism
between agencies

HL7 compliant




-
SUMMARY Q)

» 211 is a public utility and free for you and
your clients — by phone, email, chat, text
and portal search

» 211 resource database is community
based and up-to date

» 211 reporting provides aggregate data of
client's needs and unmet needs and can
be filtered by location and other criteria



211 in Ontario — Navigate,
Curate, Inform @




-
Q&A Q)

How can we work
together for better
outcomes?




.
Contact @

« To contact 211 for information about community,
government or social services please dial 2-1-1, search
2110ntario.ca or use the chat/email function on 211
Ontario’s website

* To discuss how 211 and your Family Health Team
might work together or for clarification on anything
presented today, please email roddy@2110ntario.ca



mailto:jroddy@211Ontario.ca

Thank You For Participating!

g::'ttergi\é\;ay Ontario @ Free | Confidential | 24/7 | 150+ Languages | Live Answer
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