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Overview
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• 211 services

• 211 data roadmap 

• Improving operational activities



211 Services 

• Serves individuals and families in Indiana 24/7/365

• Connects Hoosiers to health and human services

• 2023 Community Navigator service results:

▪ 160,363 calls

▪ 110,214 distinct callers

▪ 622,841 referrals

▪ Top needs: Housing, Utility Assistance,                               , 

Food/Meals
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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 (IOT cloud-based platform)

▪ Call data

• FSSA Cloud Analytics Environment

5



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
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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
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Inform the IN211 Team
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211 Public Dashboard
Version 3 – December 2023
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Inform the IN211 Team
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• Public Interaction & 
Referrals Dashboard

• Resource Dashboards

• Taxonomy Dashboard

• Call Volume Dashboard



Resource Dashboard

Resource Location Resource Curators & Updates
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Taxonomy
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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 important 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



Taxonomy Dashboard
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Inform the IN211 Team
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Inform the IN211 Team
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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

• IOT development with MuleSoft API

• Call volume dashboard
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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
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Future Analysis

• Quality Assurance

• Community Engagement

• Unmet Needs

• 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.org
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https://in211.communityos.org/
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