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SAN DIEGO

« 5th largest U.S. County

+ .18 municipalities

- 18 tribal nations

42 school districts

Region is very diverse

« Over 100 languages

« Large military presence

« Largest refugee resettliement site in CA

- Busiest international border crossing in the world




e 211History

Information and Referral (I1&R) is the art, science and
practice of bringing people and services together.

When individuals and families don't know where 1o
furn, I&R is there for them.
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94.2% OVERALL COVERAGE =~ 277

% of Population Covered* by 2-1-1 in Each State

Get Connected. Get Answers.

% 2-1-1 COVERAGE BY STATE
- 100% Coverage

- More than 90% Coverage
- More than 80% Coverage
More than 60% Coverage
More than 40% Coverage
More than 20% Coverage
- Less than 20% Coverage




2006

First year of operation,
211 answered 85,000 calls

2000
Transitioned to INFO LINE
a separate non-profit

Launched 2-1-1 as the region’s only Maijor responder to Firestorm.
24/7, free 3-digif dialing code fo Raised public awareness by 60%

connect San Diegans to community,
health and disaster services



San Diego
by the numbers
« 600,000 connections/year
« 1,200+ service providers
« 200+ languages offered
« 92% customer satisfaction
« 98% referrals accuracy

140+ highly trained staff




¢ Searchable Online Database
: 211 TeChnclcgy * Multiple search methods

« Taxonomy based indexing
« GIS Mapping

._ « Real-fime data
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InContact
Call/Text Cloud-based telephony solution
« Robust automated client satisfaction survey system
« 100% call recording
« True virtual hold
« Call back system

Community Connectors



®
Food Veterans

Benefits and Courage to Call
Enrollment

Disaster
Fire Response




Courage to Call

Our veteran-staffed
Courage to call
24/7 Helpline
provides free,
confidential
information,
guidance and
referrals.

All Veteran regardless of Discharge status

Active Duty Military, Reservists, and National Guard
Families and loved ones of anyone with a military
service background

Anyone who is concerned about the emotional
health of veterans and their families. (Psychiafrist,
Doctor, etc.)
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2006

- 2-1-1 San Dlego was approved for
24/7 dissemination of non- emergenc:y
disaster information X ~A
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Offseis non- enﬂg‘ency calls to 9-1-1 /

Prowde real-time mformahon to qul‘ic safeiy (OES)

More than 200 Disaster Response Team volunieers
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Disaster Response Resume

« 2007 Firestorm « 2011 Region-wide power outage

« 2008 Flooding « 2011 San Onofre Nuclear Plant Alert
« 2008 Hurricanes Gustav & lke « 2012 Hurricane Sandy

« 2009 HINT « 2014 North County Fires

« 2010 Easter Earthquake « Dozens of smaller fires and

« 2010 Northern California emergencies

(support provided)



o Activations 2018

Pasqual Fire | Ramona

CAL FIRE jurisdiction
2-1-1 San Diego Type lll Call Center Activated

10 agents plus support staff
Duration 12:30 to 1900 hours

West Fire | Alpine

CAL FIRE, Alpine Fire, U.S. Forest Service
Duration July 6th to July 9th
Calls received — 1,052

Woolsey Fire | Los Angeles/Ventura

Support request from 2-1-1 Los Angeles

Limited activation of Disaster Response Team (DRT)
Volunteers

35 activated over 5 day period taking 1,200 plus calls
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CIE Timeline

2-1-1 5an Diego forms
separate entity and continues
to offer information and
referral services

(%) 2003

United Way begins provid-
ing free, confidential
information and referra
services via a helpline

(51974

Alliance Healthcare
Foundation funds Community
Information Exchange, a

collaboration of public and private
organizations.

2-1-1 5an Diego
UCSD Beacon Community Program/HIE
2-1-1 5an Diego offers Father Joe's Villages
telephonic signatures ional Task Force on the Homeless
for benefit applications Rural/Metro of San Diego (City Paramedic)
{SNAP/Medicaid) San Diego Fire-Rescue Department
) 2009 @)
N (92011
-

.,

2-1-1 San Diego launches SD United network
offering closed loop electronic referrals to
target population of military and veterans.

CIE launches second cohort
of senior service providers

2015 (%)

Leveraging the work of the San Die,

Coalition, and the region's Peer to Peer
to Call, 5D United is a care coordination netwaork

working to improve access for military and veteran
amilies with enhanced collaboration

($)2017

EF? Veterans
ub at Courage

©)2018

Relaunch of enhanced CIE
offering network partners a

(©))1920

United Way of
San Diego
opens

) 2000

FCC approves 2-1-1
dialing code for
nationwide use

2010 ()
UC San Diego
receives 1 of 17
national Beacon
awards to build a
Health Information
Exchange (HIE)

2-1-1 5San Diego joins

Live Well San Diego

2004 (©)

2-1-1 dialing code

launches in San Diego

@) 2014

CIE launches pilot cohort
of homeless services

roviders sharing basic
client demographic data.

2-1-1 San Diego expands
Health NaviFation through
hospital and clinic
partnerships.

As 2-1-1 5an Diego grew,
agency leaders recognized
traditional Information and

Referral models did not
provide a holistic view of a
person's interconnected
health and well-being needs
and put the burden on those
inzneed1 : ggaacess SErvVICes.
-1-1 San Diego began
shifting senﬁce%ciomrd a
person-centered aﬁ[}lroach
with the launch of Health
Mavigation

) 2017
2-1-1 launches person

centered care with enhanced
CRM with Social Determinants

of Health assessments, Risk

Rating Scale, and a unique,

longitudinal record for each

caller

shared language of
assessments and Risk Rating
Scale, resource database, and
robust technology platform
that supports data integration
and community care planning
with closed loop referrals

"9 277



Community Information Exchange

Network Partners

Collective approach with standard Participation
Agreement, Business Associates Agreement and
participant consent with shared partner
governance, ongoing engagement, and

support. Stable, Safe Thriving

Technology Platform and Data Integration

Technology software that integrates with other platforms to
populate an individual record and shapes the care plan.
Partners access the system. System features include care
team communication feeds, status change alerts, data
source auto-history and predictive analytics.

Shared Language (SDoH)

Setting a Framework of shared measures
and outcomes through 14 Social
Determinants of Health Assessments and a
Risk Rating Scale: Crisis, Critical, Vulnerable,

m) oH
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Bidirectional Closed Loop Referrals

Updated resource database of community, health,
and social service providers. Ability to
accept/return referrals and to provide outcomes
and program enroliment.

J

Community Care Planning

Longitudinal record with a unified community care
plan that promotes cross-sector collaboration and a
holistic approach.

Community
Information
Exchange
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Tour and Q&A
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