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About 2-1-1
• Available 24/7/365
• Available by phone, text,
email or web in most
regions
• Free and confidential
connections to health and
community services
• Call for yourself, a client or
a friend
• In an emergency,
call 9-1-1
United Way of Pennsylvania
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www.uwp.org

PA 2-1-1- A Unique Service
• PA 2-1-1 offers an easy to remember phone number available to anyone, that
gives quick access to thousands of services throughout PA
• 2-1-1 is 1 of just 9 n11 numbers
• United Way of PA was granted the authority by the Public Utility Commission to
hold the 2-1-1 dialing code for information and referral in February, 2010
• There are seven 2-1-1 regions in PA and five contact centers
• The statewide database is maintained by staff working in local communities.
Information comes from a variety of in-kind partnerships as well. We recognize
that the best information is local. We have built a database with over 33,000
resources available to those in need.
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Benefits of 2-1-1
• Connects people in need to services efficiently
• Uses innovative technology – Texting referrals to customers
means no lost phone numbers
• Offers one statewide database that eliminates need for multiple,
duplicative community databases
• Promotes one easy to remember number
• Reduces the need for new 800 lines; Infrastructure already exists
• Supports disaster and emergency services
• Provides early connections to prevent more serious problems
• Collects valuable data
United Way of Pennsylvania
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United Way of Pennsylvania
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Recent 2-1-1 Contact Statistics and
Trends
• Over 200,000 unique contacts to the PA 2-1-1 network yearly
• An additional 120,000 web site hits
• PA’s calls as a percentage of population and households are below
national averages – we need to get the word out
• Nationally and in PA, call volumes are decreasing but text, chat and
web site are increasing.
• The number of chat/text interactions with 2-1-1 clients is
increasing nationally.
• Nationally, 2-1-1s answered calls equivalent to more than 10% of all
U.S. households (some households called more than once)
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2018 top needs based on calls to 2-1-1
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How to contact 2-1-1

Phone
Dial 2-1-1
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Text
Zip to 898-211

Website
www.pa211east.org

Contacting 2-1-1 by Phone
• Dial 2-1-1. Three easy to remember numbers
• Calls are answered by staff who receive extensive
training in local services and national services,
entitlement programs and more
• Calls are confidential
• Callers are given information on several agencies that
can be contacted for help
• 2-1-1 can text the referrals to the caller. No need to write
down numbers
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2-1-1 Phone Service
• Reaching 2-1-1 from a cell phone or residential line
• Calling 2-1-1 should always work. if it doesn’t, please check
with your phone company and let us know
• Reaching 2-1-1 from a business
• Some phone networks or PBX systems that use a “9” or other
outside line access code may need to be adjusted so you can
dial 2-1-1. Your telecommunications staff or service provider
should be able to make this simple adjustment
• Phones inside the Capitol have been configured to allow for
dialing 2-1-1 by all four caucuses
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2-1-1 Quality Measures
• 24/7/365 service
• Multi-Channel Access – phone, text, chat, web, social
media
• Service provided by a live, trained I&R Specialist without
being required to leave a message or hang up and dial
a separate number.
• Call monitoring – internal and external
• Customer satisfaction surveys
• Follow-up with 10% of callers
•14 AIRS Accreditation

You are in good hands with 2-1-1
• Call specialists receive ongoing training on agency services and
emerging trends
• Call specialists meet national certification standards, and are
members of AIRS , the national professional association for
information and referral
• Utilizing a national translation service, 2-1-1 can respond to callers
in over 250 languages; some regions have bilingual staff
• Protocols are in place with crisis services so that callers can be
warm transferred as needed
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PA 2-1-1 data reports to the community
• Knowing why people contact 2-1-1
gives insights into the needs of the
community. Sometimes those needs
are unmet because needed services
do not exist or waiting lists are in place
and very long
• Your 2-1-1 regional center will be
happy to share reports with you
• 2-1-1 staff work with local communities
on solutions to community problems
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PA 2-1-1 database
• PA 2-1-1 has developed a comprehensive statewide
database that all regions use. The database has been
developed by 2-1-1 working with local data partners
• Visit PA211East.org to see the database in action
• The web site is updated on a regular basis based on
feedback from the agencies listed in the database
• Agencies are required to update their information at least
annually
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Quick Facts about the PA 2-1-1 Database
• Where does 2-1-1 get its information?
• How does the information get updated?
• How can I help to improve the data for my county?
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Contacting 2-1-1 by text
• Text a zip code to 898-211
• Information is tailored to
individual’s needs
• No phone minutes? Text!
• Used by all ages and for all topics
• Some people prefer to use text
for sensitive topics
• Easy and preferred
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How 2-1-1 Texting Works
• Two-Way Texting
• Text your zip code to 898-211
• Push Text Messages – Great possibilities for partnerships
• Utility assistance programs open today. Apply here:
www.utilityhelpnow.org
• Summer food is here. Stretch your food budget!
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2-1-1 Project: Disaster Relief
• A part of 2-1-1 business is to provide assistance to communities in
time of disaster, allowing 9-1-1 to work primarily with first responders
• 2-1-1 partnered with local VOAD and emergency management
agencies to respond to highly localized flash flooding and other
natural disasters in Pennsylvania.
• 2-1-1s in the United States regularly provide assistance across state
lines to respond to flooding, wildfires, hurricanes, and even manmade disasters such as the September 11 attack
• We do not currently have the capacity to activate on every disaster

2-1-1 Project: Housing
• HUD lists 2-1-1 as an access point for
housing services.
• PA 2-1-1 provides Coordinated Entry
Services for 33 counties in PA for the
Eastern PA Continuum of Care. We
assess housing needs and place those
who meet the HUD guidelines on the
community queue for housing services.
• We are involved in screening for housing
services in a total of 37 PA counties.
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2-1-1 Advocacy
• For the past two fiscal years, Pennsylvania committed $750,000 to 21-1.
• Continued state funding will help leverage the investments made by
United Way so that we can give all Pennsylvanians one-stop access
to help.
• With this continued investment, PA 2-1-1 can enhance its current
capacity to help more residents on their path to self-sufficiency and
provide data to drive human service planning and policy
improvements.
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The Future of PA 2-1-1
• PA 2-1-1 will provide service to every resident of PA by the summer
of 2019 through public and private partnerships with the bulk of the
money being invested by the United Way system.
• With statewide coverage, we are poised to work on statewide
contracts on projects where we can use the strengths of our data
and our highly trained and skilled staff to provide efficient solutions to
human service problems.
• We look forward to using cutting edge technology to make accessing
services easy.
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Follow-up Training Materials
• Presentation slides
• 211 User Guide
Questions about 2-1-1? Please contact PA 2-1-1 staff or United Way of Pennsylvania.
Anne Fogoros, PA 2-1-1 Operations Director
United Way of Pennsylvania
afogoros@uwp.org
412-478-6731
Maggie Livelsberger, Public Policy Director
United Way of Pennsylvania
Maggie@uwp.org
717-238-7365 ext. 203
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Kelly Gollick, Executive Director CONTACT Helpline
PA 2-1-1 South Central Region
kgollick@contacthelpline.org
717-652-4987

Thank you
United Way of Pennsylvania
www.uwp.org

