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Overview

« 211 services
« 211 data roadmap
* Improving operational activities




211 Services

e Serves individuals and families in Indiana 24/7/365
e Connects Hooslers to health and human services

« 2023 Community Navigator service results:

= 160,363 calls
= 110,214 distinct callers

» 522,841 referrals .
= Top needs: Housing, Utility Assistance, Indlana

Food/Meals




211 Services

« Community navigators answer calls

» Resource curators keep resource information updated and find
New resources

« Community engagement drives opportunity for new resources
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Data Collection

* VisionLink (external)
= Resource data
= Caller data

* Genesys Cloud (10T cloud-based platform)
= Call data

* FSSA Cloud Analytics Environment Indiana m
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Data Analysis -

 Historical practice: manually exporting reports out of source
systems

* Modern practice: interactive Tableau visualizations
= Public Interaction & Referrals Dashboard
= Resource dashboards

= Taxonomy dashboards
= Call volume dashboard Indiana m




Inform the Community: Public
Data Dashboard

Key Benefits:
= Easy to identify largest needs in Indiana, both statewide and at the local level
= Understand caller base

* Inform local communities, public policy, and funding opportunities
« Community Based Organizations can see the number of referrals given to their agency
» Indiana funding-based organizations can use the data to inform focus areas for continued

support or new programs .
Indiana
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211 Public Dashboard

Version 3 - December 2023

Available on in211.org

Select any 3 m Swap }‘GUI mefric | Total Calls

Indianam

Get Connected. Get Help.™

WHEN ARE THEY CALLING?

WHO'S CALLING?

Hover over o bar or
caunty for more details.

P Total Calls by Gender

rerntc [ 52 551 72 5t Co)
WMale _ 35,476 (27.6%)
Transgender | 210 (0-29)
otrer | 117 (013%)

fields to (Imllge
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displays below: | HighsstLevel .

P Total Calls by Race

wrt | 55 517 (7.9% of Calks)
Biackor african American | NN 5 557 (45.3%)
Twoor More Races. . 5, {5.0%)
American Indian or Alask.. | 862 (0.7%)
Asian | 625 (0.5%)
Hispanic or Latino | 265 (0.29%)
Native Hawailan or Other.. | 247 (0.2%)
Other | 56 (0.0%)
P Total Calls by Highest Level of Education
igh school | 270 (51.4% of Cails)
Junior tign [N 25252 27.2%)
Associate Degree [ 8.455 (7.5%)
Trade\/Certification [JJ] 6.512 (5.%)
Bachelors Degree [l 5,434 (1.0
ElementarySchool | 1,965 (1.79)
Masters Degree+ | 1,557 (1.4%)

Some Callege | 185 (0.2%)
Lessthan Eiementary or . | 17 (0.0%)

e i ki Last 12 Months
SNow wnknawn
values here- | Hide Unknown ...

Distinct Cal

Filter By Agency:

Total Calls
(May 23- May ‘24)

166,763

Distnctcalles| 113,655

Referrals
(May 23 - May ‘24)

663,783

Total Calls

= [ 55

Jul*23

May ‘23
Aug ‘23
Sep’23

Oct'23

Mov'23

WHY ARE THEY CALLING?

Dec’23

Meed Category

Housing

Utility Assistance

Food/M

Individual, Family and Community ..

Legal, Consumer and Public Safety ..
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Transportation
Clothing/Personal/Household Needs
Information Services

Mental Health/Substance Use Diso..
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Education
Wolunteers/Donations
Arts, Culture and Recreation

Count of
Callers
54,986
31,123
27,313
24642
21,174
17,938
11,728
10,039
8,821
8,404
7,015
4,850
3,337
1,703
1,295
1,181
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Count of
Calls
71,486
37,112
33,327
28,754
25,044
20,198
12,926
11,767
10,234
9,679
8,281
5,501
3,523
1,795
1,383
1,260
614

Jan‘24

Total Calls
by Month
(May 23 - May '24)

Feh'24

Count of
Referrals
217,334
126,687
90,800
44561
45,709
30,721
17,486
19,445
21,328
10,486
18,010
6,632
6,735
2,702
2,438
1,644
B16

Mar ‘24
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% of Calls with Unmet
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10.4%
8.7%

13.1%
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10.6%

May ‘24 I 2,094
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Total Calls
by Weekday
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by Hour
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Hover aver o bar to see referred services for that need cotegory.

Top Reasons why Referrals Did Not Meet
Caller Needs

Client Refused Referral

Mo Referral Given/

Service Unavailable

Client Ineligible

Unknown Outcomne

App Pending

App Denied

Awaiting Return
Call/Emai

Lack of Funds

33.8%
23.8%
16.9%
8.8%
8.1%
5.7%
1.9%
1.0%




211 Public Dashboard

Version 3 - December 2023 Available on in211.org

Get Connected. Get Help.™
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WHO'S CALLING? s momss o st : 166,763 neen
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Trade\certification [JJ 6,512 (5.6%) '
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211 Public Dashboard

Version 3 - December 2023
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211 Public Dashboard

Version 3 - December 2023

Select any 3 Swap your metric
WHO'S CALLING? s et
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211 Public Dashboard

Version 3 - December 2023

Available on in211.org
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Hover aver o bar to see referred services for that need cotegory.

Top Reasons why Referrals Did Not Meet
Caller Needs

Client Refused Referral

Mo Referral Given/

Service Unavailable

Client Ineligible

Unknown Outcomne

App Pending

App Denied

Awaiting Return
Call/Emai

Lack of Funds

33.8%
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16.9%
8.8%
8.1%
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1.0%




211 Public Dashboard

Version 3 - December 2023 Available on in211.org

WHEN ARE THEY CALLING?

Total Calls Total Calls Total Calls
by Month by Weekday by Hour
(May 23 - May '24) (May 23 - May '24) (May 23 - May '24)
Meed Category: Mental Health/Substance Use Disorders sun [ L

n
i
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Mental Health Crisis Lines 1,653 2,036 2,255 9.6% =2 = = 5 = = 7 s = ==
Domestic Violence Hotlines 1,353 1,439 2,578 15.3%
. . — . - X 9 Hover aver o bar to see referred services for that need cotegory.
npatient Substance Use Disorder Tre.. 974 1,112 2,601 6.5% WHY ARE THEY (ALUNG
aneral Counseling Services 775 745 1 372 :
General Counsaling Services tee 745 = 15.5% Nesd Category Countof  Countof Countof 9§ of Calls with Unmet Top Reasons why Referrals Did Not Mest
- . - - P— B ; = sl Callers Calls eTerrals M C Nesc
Transitional Residential Substance Us.. 08 645 1,321 14.0% sl sl Referrals etz BIEEEE
Housing 54,986 7L 217,334 ) . .
Residential Substance Use DisorderT.. 405 420 773 4.0% Utility Assi 31,123 711 126,687 Client Refused Referral 3.8%
Food, 90,800 -
Ousoatient Mar=zl Hezl*h Fzrilicies 405 412 04 " Mo Referral Given, .
Qutpatient Mental Hezlth Facilities 05 12 6.8% Indivicual, Family and Community 12561 e ! 23.8%
Mental Health Evaluation 380 393 657 15.5% Legal, Consumer and Public Safety .. 45,708
Health Care 30,721 Client Ineligible 16.9%
Substance Use Disorder Counseling 382 393 939 4 3% g ncome Support/Ass 17,486
Substance Use Disorder Hotlines 324 336 444 6.3% G sy Unknawn Outcome B.8%
Clathing/Personal/Household Nee 21,328
- .- . Information Ser o 194
W0, g el L App Pending 1%
e 10% 20% Mental Heslth/Substance Use Diso. 13,010
. r Other Government/Economic Servi.. 6,635 4.1% PR -
% of Needs That Went Unmet ' ) i AppDenied  5.7%
Employment 6,735
Disaster Services 2,702 28 Awaiting Return 5573
Educi 2,438 CallfEma T
Wolunteers/Donations 1,644
1 e Lack of Funds

Arts, Culture and Recreation
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* Public Interaction &
Referrals Dashboard

 Resource Dashboards
Taxonomy Dashboard
Call VVolume Dashboard
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Resource Dashboard

Resource Location esource Curators & Updates

Data Last R : Indiana
Get Connected. Get Help.™
Filters: Status Agency Id Agency Name site|d Serviceld Navigate to: Resource Updote Schedule
[Activ ] [an | [can ] [ ] [ean) - Eilters: Complexity Resource Curator
(aI1) ~| [tan
4,358 | 6,850 | 10,568 Agendes by sevice e |
A, > ’S.t 5 : > Service Type Agencies % of Total Agencies
gencies ites ervices Foodeats 1335 | > 5%
Housng 1375 | ' 5% a4 940 PastDue 552 Percentoge 5 30/
) .
& Resource Type utity Assistance. 1.262 | 2 0% Resources ’ Resources Pust Due
5 (gences < o rico | 2 5%
SR e I , Heatn care 100 [N 2 % ,
191/ 8 ] 42| % faellin e Individual, Family and Community Support 1,012 | EEEEEE 23 2% Updates Made f Updates Due
& 58 _ Income Support/Assistance 914 | 21 0% i
o || 2e| 20| 2 | 20 Transportation 847 19.4% |
i M| 44 :
37 ks || 2|3 List of Agencies e cspioved i
75 50 43 28 Rank D Name Top Service Types Status Referral Count (% of Total)
15 10§ 28 24 1 2048 Indiana Housing and Housing; Utility Assistance; Active 80,007 Show...
54 80 91 1 Community Development .. Legal, Consumer and Public S.. (B.8%)
- -
42 50 {105 2 5114 United States Department  Housing; Legal, Consumer and fErm 29,030 Last & Months i
b “ o of Housing and Urban De.. Public Safety Services (2.4%) To
49
28 a7 3 11139 Indiana Family and Social ~Food/Meals; Health Care; Active 27,862
40 28 (3512 Select any county or zip Services Administration - .. Transportation 23%) Mext 12 Months
52 | g5 |43 code from the map to pull up § ) )
f‘j 90 | 35 25 asecond map visualizing 4 3045  Eastemn Star Church EMEGSS'ISHME' BIrE Active . 27z
4 - 29 specificsite locations. L 23%)
99
25 I 34 [ 41 5 2913 Indy EAP Utility Assistance Active 14639 bt =2 b4 2 = = ﬁ 2 = ﬁ 3 b = 3 ] = ] E ﬁ
= 5 8 32 5§ 8 § 3 s 3 5 § 8 3 8 § § &§ &=
a8 1 - Legal, Consumer and Public 13,698 = = w =3 E = = < =] = = [re < E
o $ 25 |7 4 9 6 2217 Indiana Legal Services Safety Services: Housing Active I .
23 | 2 7 7 5507 Affordable Housing Housing o 13,179 Updates Made 311 297 420 482 434 357 &7
15 Network 1-1%)
25 2 Complex
18 1 8 2147 Center Township Trustee - Utility Assistance; Housing; JATTvE I 13,122 P = = = £ = 2 -
20 i3 32755 119 i Marion County Income Suppert/Assistance (1.1%) Difficult 17 14 25 28 22 13 2
9 1050 Catholic Charities Housing; Utility Assistance; Active 12,865
Indianapolis FoodMeals 1.1%) Moderate 36 H 54 7 62 34 11
= Important note Inasmuch Ministry and Utility Assistance; Housing; 11,263 Simpl
& Mapbax © OSM . , - imple 249 239 318 361 337 204 42
i on location data L 2 Family of Churches Food/Meals HEE (0.9%) =
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* The LA Taxonomy code set Is a standard listing for categorization
/grouping of resource services within the 211 network

* It is iImportant to understand the taxonomic structure to correctly tag
and find resources In a resource database

 Accreditation of the Indiana 211 Division requires the taxonomy to

be reviewed and revised annually

17




Taxonomy Dashboard

Data Last Refreched on: 5/8/2024 121014 P [} |'|d lana m
Most Recent Data frol 24 M

Get Connected. Get Help.™

Filters: | Category Subcategory Taxonomy Code Taxenomy Name Referral Range Search Bar e Full LA Taxonomy List

(all) | [cam | [ran | [ran | [can an

| Active Taxonomies with Referrals  (5/8/2023 - 5/6/2024) I

Referral Counts by Taxonomy

by Category Taxonomy Code Taxonomy Mame Category Subcategory RNIOI ofls "I%ﬁot:fl

Individual and - 145 BH-3800.7000 Rent Payment Assistance Basic Meeds Housing/Shelter 78,779 12.0%
O (15.2%) (6.5%) BV-8900.9300-180  Electric Service Payment Assistance  Basic Needs Utilities 78,033 11.9%
0'9825:1“:’“";;; - 142 BD-1800.2000 Food Pantries Basic Needs Food 67,446  10.3%
International Servi.. (14.9%) (6.3%) BH-3900 Housing Search and Information Basic Meeds Housing/Shelter 43,318 6.6%
deatth Care - 138 BH-1800.8500 Homeless Shelter Basic Needs Housing/Shelter 33914 52%
(14.5%) (5.1%) BV-8900.9300-250 Gas Service Payment Assistance Basic Meeds Utilities 24,739 3.8%

e 129 FT-3200 General Legal Aid Criminal Justice and .. Legal Services 20,502 31%
asic Needs

(13.5%) (4.0%) BV-8900.9300-950  Water Service Payment Assistance Basic Meeds Utilities 15,206 23%
Criminal Justice and 108 PH-1000 Case/Care Management Individual and Family.. Individual and Fami.. 14,787 23%
Legal Services (11.3%) (3.9%) ML-6000.2000-220  Food Stamps/SNAP Applications Income Support and .. Public Assistance P 9,983 15%
86 BH-0500.3200 Housing Related Coordinated Entry Basic Meeds Housing/Shelter 7,852 1.2%

Consumer Services . . . . -
(9.0% (3.9% BH-T000.4600-700 Section 8 Housing Choice Vouchers  Basic Meeds Housing/Shelter 6,973 1.1%

Active Taxonomies with Mo Referrals  (5/8/2022 - 5/6/2024)
Referral Counts by Taxonomy

Taxonomy Counts by Category Taxonomy Code Taxonomy Name Category Subcategory R:f:::ls
Target Populations - 28 N o BD-1800.1515 Community Fridges/Food Cabinets Basic Needs Food 0
(19.6%) (7.0%) BD-2400.4900 Markets/Restaurants Accepting EBT .. Basic Needs Food 0
Individual and - 26 BD-5000.8000 School Breakfasts Basic Meeds Food 0
TS (18.2%) 6.3%) BD-5000.8050 School Closure Related BreakfastiLu_. Basic Needs Food 0
22 BO-5000.8200 School Lunches/Snacks Basic Needs Food 0
Health Care ~
(15.4%) 6.3% BM-9500 Tools/Equipment Basic Meeds Material Goods 0
0'98"‘23“0";‘:; 20 DD-1200.9000-900  Unsolicited Credit Offer Opt Out Assi. Consumer Services  Consumer Assistan.. 0
ommun
International Servi.. (14.0% (5.6% DD-1500.0400 Antitrust Complaints Consumer Services Consumer Assistan.. 0
Criminal Justice and 10 DD-1500.1150 Broadcast Interference Complaints Consumer Services  Consumer Assistan.. 0
Legal Services (7.0%) 4.9% DD-1500.7400 Radio Complaints Consumer Services  Consumer Assistan.. 0
1 8 Mental Health and 10 DF-7000.1460 Cifizenship Records Consumer Services  Consumer Regulafi.. 0
Substance Use _ _— " . .
Disorder Services (7.0%) (4.9%) FJ-1500 Complaint Issuance Criminal Justice and .. Judicial Services 0
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Genesys Data Insights -

* Genesys scheduled versus forecast data
 Difference in data proved case for needing more staff
Outcome: SPD approved 10 additional Community Navigator positions

|OT development with MuleSoft API
Call volume dashboard

21




- S,

A

Sy ANS®

=

Q

) oé
YinrgTraS

Challenges

* Inherited the previous (pre-state transition) organization of the
data

 \Vendors without capability to send data via API;
= Data intricacies with vendor and how to solve for future years

» Consolidating call center data into a useable structure for

analytics

22
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Future Analysis

* Quality Assurance

« Community Engagement
* Unmet Needs

e County Impact

» Geospatial Analysis
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Questions?

Indiana 211 is available several ways:
* Dial 2-1-1 or 1-866-211-9966

* Text your Zip code to 898-211

* Online at In211.0rg

24
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