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On behalf of the collaborative development team of Jackson County 2-1-1, we are pleased to 
present the community with this second annual report of our activities.  Jackson County 2-1-1 is 
an easy to remember, free phone service that links callers with the health and human service 
information they need, 24 hours per day, 7 days per week, 365 days per year.  
 
This annual community report summarizes demographic data and reflects the problems and/or 
needs of those individuals who contacted Jackson County 2-1-1 seeking information and 
referrals during 2006. The goal of this report is to summarize the daily issues facing the 
residents of our community as expressed to our 2-1-1 call center, and to bring these issues to 
the attention of the health and human services network and the community service planners 
throughout our service area. 
 
In July 2000, the Federal Communications Commission designated the three digit number ‘2-1-
1’ nationally to serve as the abbreviated dialing code for access to community information and 
referral (I & R) services. On August 4, 2003, First Call for Help of Jackson County began 
providing I&R to our community through at 7-digit local number. Effective December 6, 2004, 
the services of First Call for Help of Jackson county became accessible in Jackson County by 
dialing this easy to remember three digit dialing code.  At this time First Call for Help of Jackson 
County changed its name to Jackson County 2-1-1. Currently, 2-1-1 is available in several 
counties throughout Michigan, and members of Jackson County 2-1-1’s management team are 
involved in efforts to bring 2-1-1 service to all Michigan residents.  
 
For the 2006 year, Jackson County 2-1-1 responded to 16,501 calls, identifying 415 different 
problems/needs. While this report is not intended to be a comprehensive community needs 
assessment, the requests of over 16,501 callers in need of assistance certainly command 
attention and provide a view of needs being expressed by the residents of Jackson County.  As 
2-1-1 becomes a more widely known and more universally utilized service, this needs data may 
serve as an increasingly accurate and comprehensive snapshot of the needs facing our 
community’s residents.  
 
The following pages detail Jackson County 2-1-1’s 2006 call volume. Also, because some 
callers request very basic or superficial information (i.e. time, directions to a place), it is often 
inappropriate to ask detailed information from those callers. Therefore, the category “Unknown” 
or “Unreported” will naturally represent a significant percentage of calls in the various 
demographic statistics.   
 
Throughout 2006, Jackson County 2-1-1 has been increasing collaboration with Clinton, Eaton, 
Hillsdale, and Ingham counties to bring information and referral services to those counties, with 
a launch early 2007.  We are excited to expand the counties of which we serve, connecting 
people and services. 
 
 
 
 
  

Mission Statement 
To provide accurate information and streamlined access to health and human services in an 

effort to build a stronger community. 
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Benefits to U sers: 

·  One call gives you access to resources across our community. 2-1-1 is efficient, fast and 
easy to use. 

·  No more wrong numbers; no more wasted time trying to find the right resource(s). 
·  2-1-1 is a confidential call; most often the name of the caller is not even taken. 
·  2-1-1 maintains the integrity of the 9-1-1 system; saving that vital community resource 

for live and death emergencies. 
·  24-hour/7 day a week availability; 2-1-1 is always there for you. 
·  2-1-1 is an easy way to find or give help in our community. 

 
Community Benefits: 

·  2-1-1 strengthens our community by uniting the people in our area who want to help with 
those who need help. 

·  There are hundreds of non-profit organizations in our community plus scores of 
government agencies. People looking for assistance have trouble navigating a 
complicated web of health and human service programs. Likewise, people who want to 
help often do not know where to begin. 

·  2-1-1 is a useful planning too. Based on aggregate data about the types of calls that the 
2-1-1 center receives, communities are in a better position to anticipate demand for 
services and mobilize resources to meet changing needs. 

·  2-1-1 touches the lives of every person in the community, and whether you are in a 
situation where you need help or find yourself later in a situation to give help; 2-1-1 is 
always there for you.  

 
Benefits as Crisis Tool: 

·  2-1-1 is a critical information system, which is necessary prior to, during and after a 
community crisis such as an attack, flood, fire, or other local or national tragedy. Prior to 
a community crisis, it is critical that an information system is in place that will respond to 
the crisis at a moments notice. 

·  2-1-1 responds immediately during times of crisis, to field calls regarding the crisis and 
to direct callers to services most appropriate for their needs. 

·  2-1-1 maintains a permanent presence in our community. As a result, people can find 
the help they need whether their needs arise a week or several years after the crisis 
event.  

 
 
 
 
 
 
 
 
 
 
 
 

Benefits of 2-1-1 
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The following chart outlines Jackson County 2-1-1’s call volume for 2003 through 2006.  The 
service has generally experienced a steady rise in call volume month to month and year to year. 
 

Call Volume by Month & Year
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The following chart outlines the peak times of the day in which Jackson County 2-1-1 receives 
calls.  Peak time is clearly between 8am and 5pm. 
 

Call Volume by Hour & Year
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Call Statistics 
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The following chart portrays the average calls per week of Jackson County 2-1-1 from 2003 to 
2006.  
 

Average Daily Calls per Week
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The following pie charts provide a quick reference to key demographics of Jackson County 2-1-
1 callers. 
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Incoming Calls  

Total Call Transactions  16501 

Call Transactions by Time Interval 
12am-8am 32 
8am-5pm 15459 
5pm-12am 1010 
Gender  
Male 2921 
Female 10015 
Unknown/Unreported 1891 
Relationship of Caller to Client 

Self (seeking services for self/household) 10855 
Friend/Family (seeking service for friend/family) 711 
Agency 707 
Agency for Client 590 
Other 1964 

Type of Service Provided  

Information Only 1831 
Referral 9694 
Advocacy 25 
Other (unrecorded, assisted, outgoing) 3277 
Top 10 Requests 

Electric Bill Payment Assistance 1921 
VITA Program Sites 1817 
Food Pantries 1408 
Phone Number Request 1228 
Rent Payment Assistance 1068 
Prescription Expense Assistance 494 
General Furniture Provision 317 
Rental Deposit Assistance 303 
Information Only 261 
General Clothing 227 

Call Demographics 
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Unmet Needs 
 
When evaluating the impact of unmet needs on the community, it is important to know both the 
total number of times a need was unmet and the percentage of time that the need was 
requested but unmet. If the service is unavailable but there is little demand for that service, it 
may be of significant consequence to the individual with the need, but to the system as a whole 
it may not warrant priority attention. Conversely, there are some needs which are met a high 
percentage of the time, but if the volume of requests for that service is very high there are still a 
number of people in the community for whom the need was not met. The following table outlines 
the top 15 unmet needs for 2006. By far the highest unmet need in Jackson County for this year 
was Rent Payment Assistance with a 57% unmet needs rate. 
 
Problem/Need Total Needs Unmet Needs % Unmet 
Rent Payment Assistance 1068 609 57.02% 
Electric Bill Payment Assistance 1923 377 19.61% 
Bus Fare/Gas Money 206 205 99.5% 
Rental Deposit Assistance 303 138 45.54% 
VITA Program Sites 1818 107 5.89% 
General Furniture Provision  348 73 20.98% 
Mortgage Payment Assistance 139 51 36.69% 
Automobile Repairs  72 35 48.61% 
Appliances 33 33 100% 
Telephone Bill Payment Assistance 29 29 100% 

 
For Information & Referral purposes, a need is considered to have been “met” if the caller was 
referred to a resource. This may include referrals made to an agency even if it is understood 
that the particular resource has a long waiting list. The need is considered to be “unmet” if a 
referral could not be made. Several categories of service had a significant number/percent of 
needs unmet and require comment. 
 
It is also important to note that there are a number of different reasons why a need would not be 
met. In looking at the data, the reasons for not meeting a need vary considerably from one need 
to the next. For each unmet need, we record one of the following: 
 
 

o Denied by DHS, no other sources 
available 

o No funding available in the 
community at this time 

o Does not meet program 
requirements 

o Bill exceeds amount available 
o Ineligible due to lack of proper 

documentation 
o Service is unavailable 
o Service referral is refused 
o Ineligible, assisted previously 
o Registration is full 
o Service hours are 

inappropriate/inconvenient 

o Service is too expensive 
o No resources for immediate 

appliances 
o Incomplete Call/Hang Up 
o Service is too far 

away/Transportation is unavailable 
o Ineligible, not a resident of Jackson 

County 
o Service is unavailable for requested 

location 
o Ineligible, not in a shelter 
o Ineligible, not a resident of City of 

Jackson 
o No resources for immediate furniture 
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Rent Payment Assistance  609 
 Denied by DHS, no other sources available 224 
 Does not meet program requirements  186 
 Ineligible due to lack of proper documentation 106 
 Bill exceeds amount available 77 
Electric Bill Payment Assistance  377 
 Bill exceeds amount available 154 
 Does not meet program requirements 85 
 Denied by DHS, no other sources available 67 
 Ineligible due to lack of proper documentation  34 
 Ineligible, assisted previously 21 
Bus Fare/Gas Money  205 
 Service is unavailable 166 
 No funding available in the community at this time 37 
Rental Deposit Assistance  138 
 Denied by DHS, no other sources available 67 
 Does not meet program requirements 43 
VITA Program Sites  107 
 Does not meet program requirements 42 
General Furniture Provision  73 
 No funding available in the community at this time 47 
Mortgage Payment Assistance  51 
 Does not meet program requirements 22 
 Ineligible due to lack of proper documentation 14 
Automobile Repairs  35 
 Service is unavailable 14 
 Denied by DHS, no other sources available 5 
Appliances  33 
 Service is unavailable 20 
 No funding available in the community at this time 11 
Telephone Bill Payment 
Assistance 

 29 

 Service is unavailable 29 
Water Bill Payment Assistance  26 
 Denied by DHS, no other sources available 13 
 Bill exceeds amount available 7 
Community Shelters  25 
 Service referral is refused 22 
Thanksgiving Baskets  21 
 Registration is full 11 
 Service is unavailable 10 
Automobiles  20 
 Service is unavailable 16 
Food Pantries  18 
 Service hours are inappropriate/inconvenient 7 
 Service referral is refused 7 

Unmet Needs and Reasons 
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The following table depicts the agencies that 2-1-1 callers were referred for service most 
frequently during the 2006 year.  
�
Community Action Agency 2456 Jackson Housing Commission 207 
Society of St. Vincent DePaul 1955 First Church of the Nazarene 203 
The Salvation Army 1818 Birthline of Jackson, Inc 187 
Department of Human Services 1803 disAbility Connections, Inc 169 

Love in the Name of Christ 911 Higby St. Church of Christ 161 

Trinity Wesleyan Church 642 Legal Services of Southern Michigan 154 
Harmony Baptist Church 548 Jackson County Department on Aging 121 

Immanuel Lutheran Church 427 St. Luke’s Clinic 121 
Foote Health System 315 Center for Women Pregnancy 118 
Catholic Charities of Jackson 303 TLC Transportation Services 110 

Jackson County Health Department 280 Volunteer Center of Battle Creek 105 
Center for Family Health 235 SBC of Michigan 99 

Jackson Interfaith Shelter 230   

 
 
 
 
 
 
 
 
The following table outlines the agencies that were sited as referral source to 2-1-1 call 
specialists throughout 2006.   
 
2-1-1/First Call for Help * 3745 CSI 131 

Department of Human Services 1658 Catholic Charities of Jackson 127 
Friend/Family 1604 American Red Cross 121 
Salvation Army 634 Jackson County Department on Aging 114 

Community Action Agency 593 Hospital 109 
Brochure/Flyer 508 Newspaper/Magazine 103 
Church 476 School 90 

Consumers Energy 330 Hope Network SE 88 
LifeWays 240 Segue/Impact 82 
Phonebook 222 Interfaith Shelter 62 

United Way 206 Physician 60 
Recovery Technology 203 Jackson County Health Department 56 
Society of St. Vincent DePaul 142   

 
*2-1-1/First Call for Help is the referral source for persons who have called previously 
 

Top 25 Agencies Receiving Referrals 
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Jackson County 2-1-1 receives calls from all over the Jackson area. The following map 
illustrates a visual picture of the location of our callers. 
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o Provided 365 days, 24-hour uninterrupted service for a total of 8,760 operational hours 
o Partnered w/ Community Action Agency for VITA (Volunteer Income Tax Assistance), 

registered clients for appointments for 4 different VITA sites  
o Multiple appearances on the J-TV’s Bart Hawley show 
o Multiple articles in the Jackson Citizen Patriot 
o 2-1-1 was lead agent in creating and implementing an integrated access point for health 

and human service needs in Jackson County, with future development and planning into 
Hillsdale County 

o Participated in multiple community forums regarding utility assistance and met with 
multiple church representatives to assist in coordination of service needs 

o Attended multiple health fairs providing information to schools, agencies, as well as the 
general public 

o Collaboration with Clinton, Eaton, Ingham, & Hillsdale counties with proposal of bringing 
2-1-1 to these neighboring counties 

o Brenna Wheeler appointed 2-1-1 Call Center Manager, along with the addition of two 
new staff members 

o Collaboration with Project Access to answer calls and perform initial screening for the 
project beginning in 2007 

o 2-1-1 Manager, Brenna Wheeler, elected to MI AIRS Board 
o Participated in statewide collaborative efforts through membership in the Michigan 2-1-1 

Operating Council and the Michigan 2-1-1 Resource Managers Workgroup 
o Active participation in Jackson’s Emergency Needs meetings, Jackson Continuum of 

Care, Health Care for All, and Community Warmth Initiative 
o 2-1-1 Manager, Brenna Wheeler, received the prestigious 2005-2006 Vision Award. The 

Vision Award is given annually to an individual who fosters or demonstrates the agency 
mission and strives to achieve its vision 

 
 
 
 

o Position 2-1-1 as THE place for the public to phone with any health & human service 
need 

o Further conserve nonprofit organizations’ resources by reducing their need for marketing 
activities 

o Implement 2-1-1 Web Access in partnership with Clinton, Eaton and Ingham Counties 
o Increase efficiencies through Regional Call Center development with neighboring 

counties beyond established partnerships with Clinton, Eaton, Hillsdale & Ingham 
counties. 

o Increase access to cell phone and pay phone users 
o Continued participation with local VITA (Volunteer Income Tax Assistance) program 
o Increased presence and leadership with the integrated access initiative in Jackson 

County as well as coordinating developments in Hillsdale County 
o Increased funding development for further 2-1-1 development growth through both 

additional community partnerships and grant opportunities 
o Obtain 2-1-1 National AIRS Accreditation 
o Development of service relationships with other 2-1-1 centers throughout Michigan to 

ensure coordination of services provided and availability of 2-1-1 services to all Michigan 
residents 

2006 Annual Highlights 

Future Developments 


