IMPACT

Changing Lives. For Good. Get Connected. Get Help.™

Helping Southeastern Wisconsin residents get
connected to information and assistance during
times of personal crisis and community disaster.

ANNUAL SUMMARY 2021

DIAL 211

our zip code to
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IMPACT 211 and seven other providers comprise VISIT lmp aCtil’lC.OI'g

211 Wisconsin — one of the largest 211 systems in to chat or search 211

the United States. IMPACT 211 responds to 64 % of directory of resources

the state’s calls, covering 79% of the state population
over nights, weekends and holidays.

2021 Overview

8 Calls 193,798 By the end of your call, did you

know your next step or plan of action?
@ Online Directory Searches 104,022

V)
0 Text, Chat, Website, IVR Sessions 2,164 0 99 /0

TOTAL CONTACTS IN 2021 ...... 299,984 |

Contacts may result in more than one request or directory search Did you get what you needed resolved?
— O™
Response Time @\ /¥ |
Average Speed Would you recommend IMPACT 211
to Answer Calls <3 Minutes

to others needing assistance?

Q1 1 minute 39 seconds 68.6%
Q2 1 minute 40 seconds 76.7% c 9 7 0/0

Q3 2 minutes 6 seconds 70.0%
Q4 2 minutes 21 seconds 67.4% Follow-up survey response from
Year 2 minutes 13 seconds 70.5% IMPACT 211 contacts.
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Top Service Requests by Categories

Total Needs % Calls

. Health, Mental Health, Substance Abuse 76,043 40.7%

[ Housing and Shelter 67,253  36.0%
Community and Legal Services 43,154 23.1%

[ oOther Basic Needs 30,828 16.5%

B Food 13,147 7.0%

B Income Security 5271  2.8%
Total 235,696

Call, Text and Chat Contacts in 2021*

Top Requests for Information and Assistance c£|::s
Housing (subsidized rental, repair, grants/loans) 39,119  20.9%
Mental Health Crisis Assistance 39,072 20.9%
Health Care 29,911 16.0% X :
Emergency Shelter (homelessness) 28,134 15.1% ipactnesld
Information Services 19,343 10.4%
Utility Payment Assistance 18,755 10.0%
Food (meal sites, food pantries, etc.) 13,147 7.0%
Individual, Family and Community Support (child/adult
protective services, support groups, outreach) 10,559 5.7%
Legal Assistance and Consumer Protection 8,304 4.4%
Clothing, Household and Personal Needs 7,607 4.1%
Substance Use Disorder Assistance (detox, assessment,
treatment, recovery support) 7,060 3.8%
Income Support Assistance 4,314 2.3%

Other Government Economic Services 3,052 1.6%
Disaster Services 2,586 1.4%

Transportation 1,880 1.0% I M P A CT

Changing Lives. For Good.

Volunteer Opportunities and Donation Sites 1,386 0.7%
Employment Services (job search, job readiness) 957 0.5%
Education 359 0.2% m
Arts, Culture and Recreation 151 0.1%
IMPACT 2-1-1
TOTAL REQUESTS IN 2021............. 235,696 IR e

*N = 186,821 call, text and chat contacts. Contacts may involve more than one request for resources.




“Thank you

for giving me

peace and hope.”

Saranda’s young children shifted to virtual learning which significantly reduced the number of
shifts she could work as a waitress. Her income took a hit for many months and then her car
needed an expensive repair. She was struggling to pay bills and buy groceries. All of the stress
triggered her autoimmune disorder to flare up and she called IMPACT 211 in tears. “How am I
going to make it? I feel like everything is going to slip away.” The community resource specialist
explored some options with Saranda and, by the end of the call, she had a plan. “I know I’'m not

the only one who’s having a hard time these days but it is really lonely and scary. Thank you for
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giving me peace and hope.”



2021

Coordinated Entry — Ensures that
. the most vulnerable individuals and

families are placed in available shelter
beds, and provides prevention and diversion strategies to avoid
shelter placement. Coordinated by the Milwaukee County
Continuum of Care with funding provided by United Way of
Greater Milwaukee & Waukesha County, Milwaukee County
Housing Division, and City of Milwaukee Community
Development Grants Administration.

Emergency Warming Rooms for Those Experiencing
Homelessness — Provides additional shelter space and/or
extended hours during frigid temperatures. Coordinated by
Milwaukee County Continuum of Care in partnership with
United Way of Greater Milwaukee & Waukesha County; City
of Milwaukee; and Milwaukee County.

Health Insurance Enrollment — Working closely with
Covering Wisconsin, provides referrals to apply for health
insurance. Coordinated by Milwaukee Enrollment Network.

Healthcare Collaborative Against Sex Trafficking —
Develops protocols and workflow changes, treatment
guidelines and community referral processes that improve
access to quality support and care for adult victims of sex
trafficking. Coordinated by the Medical College of Wisconsin.

IMPACT Connect — Utilizes the Community Information
Exchange model to share information and coordinate care
so people have better access to vital resources, resulting in
improved health and well-being. Coordinated by IMPACT.

Lifeline — Provides low-income Wisconsin residents affordable

access to essential telecommunications by discounting the cost
of phone, cell and internet services. Administered by the Public
Service Commission of Wisconsin in association with the FCC's

Universal Services Administration.

Mental Health Crisis and Child/Adult Protective Services —
Provides initial intake and screening for individuals experiencing
a mental health crisis, and those concerned about the safety of
a child or vulnerable adult. Coordinated by Waukesha County
Department of Health and Human Services.

Mental Health Crisis Line — Conducts risk assessment to
determine urgency of the call and safety of the caller.
Coordinated by the Milwaukee County Behavioral Health
Division. Coordinated by Washington County Department of
Health Services.

@ Collaborative Projects and Seasonal Campaigns

Milwaukee Energy Network and the Wisconsin Home
Energy Assistance Program (WHEAP) — Reduces energy bill
for qualified residents, and provides emergency furnace repair
or replacement for low-income homeowners. Coordinated by
Milwaukee County Department of Health and Human Services
in partnership with UMOS and Community Advocates Social
Development Commission.

Ride United — Reduces transportation barriers to help people
get to services. Coordinated by United Way Worldwide and Lyft.

Southeastern Wisconsin Task Force on Veteran Suicide
Prevention — Engages community coalitions to develop action
plans for the prevention of Veteran suicides. Coordinated by
Zablocki VA Medical Center and WI Veterans Network.

Stock Box Program — Provides a monthly box of nutritious
food items for senior adults. Coordinated by Hunger Task Force.

Waukesha County Heroin and Other Opiate Task Force —
Works to combat opioid addiction.

Wisconsin Addiction Recovery Helpline — Connects callers
to counseling, treatment and recovery support services.
Coordinated by 2-1-1 Wisconsin.

Wisconsin Emergency Management — Activates IMPACT 211
and the 211 Wisconsin system in cases of a local or regional
disaster or public health emergency, such as COVID-19, to
provide information and referrals to vaccines, testing, etc. The
public may be directed to call 211 to file a report after mass
flooding or weather damage. Other examples of activation
include drinking water contamination; critical resource
shortage, such as infant formula; social unrest; and mass
casualty events.

Wisconsin Rental Assistance Program and Milwaukee
Rental Assistance Program - Provides financial assistance
for rent and security deposits for eligible households who have
experienced a hardship resulting from the COVID-19 pandemic.
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