
H1N1 and seasonal flu 

have been in the head-

lines for the past several 

months. 

WIN211 has partnered with 

WA Stateôs Dept. of Health 

to offer information regard-

ing prevention, care, vac-

cine information and im-

munization site locations.  

Limited H1N1Vaccine 

availability put early focus 

on the high risk population 

groups. 

The Dept. of Health reports 

now that H1N1 vaccine is 

widely available to anyone 

who wants it, and encour-

ages WA residents to get 

vaccinated. 

For H1N1 calls, 211 Infor-

mation and Referral Spe-

cialists are available M-F 

from 7am to 7pm. 

Payday Lending  law 

changes became effective 

1/1/2010.    

WIN211 partners with WA 

State Dept. of Financial 

Institutions to advise 211 

callers of these changes so 

they can prepare for them. 

See www.dfi.wa.gov for 

more information. 

 

211 Referrals-by the 

numbers: 

211 callers received 

194,163 referrals in 4th 

Qtr. 2009, responding to 

their requests for assis-

tance.  The calendar year 

referral total was 678,139.  

All call centers reported 

more first time callers, 

often working through 

complex family situations. 

Earned Income Tax 

Credit (EITC) outreach 

begins mid-January 2010. 

WA State Dept. of Com-

merce, DSHS and 

WIN211have partnered  

since 2007 to help bring 

$655 million each year  in 

federal EITC tax credit 

funds to WA State families.   

Each EITC returns adds 

approx. $1800 to each fam-

ily to help meet their 

household expenses. 

2009 EITC calls = 13,024  

2008 EITC calls = 8,182 

2007 EITC calls = 6,541 

In addition to EITC infor-

mation, 211 provides loca-

tions and operating hours 

for statewide free tax 

preparation sites. 

WHATôS NEW WITH 211? 

Economic Indicators  

Holiday Assistance requests 

during  4th Qtr. 2009 were 

12,540 compared to 11,518 

in 2008, showing a  9% in-

crease.  

Susan Gemmel, King 

County 211 Director, saw a 

20% increase at her call 

center, stating ñCalls for 

holiday assistance began 

coming in during late sum-

mer earlier than ever be-

fore.ò 

Unemployment rates, from 

the Bureau of Labor Statis-

tics, showed an increase of 

3.4% comparing October 

2008 and October 2009 

(5.9% vs. 9.3%).   

November 2008ôs jobless 

rate of 6.1% increased 3.1% 

to November 2009ôs 9.2% 

according to the latest avail-

able data.  

 

Foreclosure Rates in WA, 

from RealtyTrac.com show 

foreclosures for November 

2009 @ 1 in every 834 

housing units.  Total fore-

closures were 3,288 state-

wide. The national average 

was 1 in every 136 (3rd 

Qtr. 2009 data). 

     Mission and Vision  

Washington Information Network 211ôs 
(WIN211) mission and vision is to answer 
the call to get help into peopleôs hands 
statewide.  WIN 211 exists to make peo-
pleós lives better, to enhance community 
resiliency, to identify and break cycles of 
need and to help organizations, founda-
tions, businesses, individuals and govern-
ment more efficiently distribute resources.  
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2009 
1. Family and Community Needs 
2. Rent/Mortgage Asst/Movie-in Costs 
3. Utilities 
4. Legal 
5. Emergency Shelter 
6. Food/Food Bank Information 
7. Housing/Low Cost Housing 
8. Holiday Assistance 
9. Household, Clothing and Personal Goods 
10. EITC (Earned Income Tax Credit) 

4th QUARTER 
1. Family and Community Needs 
2. Utilities 
3. Holiday Assistance 
4. Rent/Mortgage Asst/ Movie-in Costs 
5. Legal 
6. Emergency Shelters 
7. Food/Food Bank Info 
8. Household, Clothing and Personal Goods 
9. Housing/Low-Cost Housing 
10. Transportation 

High Level Call Frequency 

Yakima, Snohomish, Pierce, King, Spokane, Benton, Kitsap, Thurston, Franklin, Skagit,     

Mason, Clallam, Lewis 

Mid Level Call Frequency 

Kittitas, Grays Harbor, Jefferson, Lincoln, Columbia, Whatcom, Walla Walla, Pacific, 

Chelan, Grant, Island, Asotin, Okanogan 

Low Level Call Frequency 

Adams, Whitman, Klickitat, Stevens, Pend Oreille, Clark, San Juan, Cowlitz, Garfield,            

Ferry, Skamania, Douglas, Wahkiakum 
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TOP 10 GAPS IN SERVI CE 

MOST REQUESTED COMMU NITY RESOURCES  

WHOôS CALLING 2-1-1?              2009 Call Volumes as % of Population  

WIN 211 

 

 

 (1) Note:     Family and Community needs include, but are not limited to: Adoption, Foster Care, Death/Dying/Bereavement, Interpreter Services,    Physical/Sexual   
Assault, Interpersonal Relationship Issues, Recreation, Personal Advocates, Respite, and Wildlife/Domestic Animals/Pet Care, other information & Asistance Svcs. 

4TH Quarter 2009   YEAR END 2009 

Requested Resources % of total calls  Requested Resources % of total calls 

1. Family & Community Needs (1) 21  1. Family & Community Needs  (1) 22 

2. Rent/Mortgage Assis- 12  2. Rent/Mortgage Assistance/Move-In 12 

3. Utilities 11.8  3.Utilities 11.8 

4. Legal 11.1  4. Emergency Shelter 5.5 

5. Emergency Shelter 5  5. Legal 5.2 

6. Household, Clothing & Personal 4.5  6. Housing/Low-Cost Housing 3.4 

7.  Housing/Low-cost housing 4  7. Food/Food Bank Info 3.2 

8. Food/Food Bank 3  8. Household, Clothing & Personal 3.1 

9. Mental Health/Behavioral 2.6 
 9. Transportation 3 

10.Transportation 2  10. Mental Health/Behavioral Health 2.7 



FOURTH QUARTER 

A Seattle resident called with multiple 

needs ï rent, electric, clothing, food, medi-

cal, government assistance; she was pro-

vided with several referrals. 

Outcome:  St. Vincent de Paul gave her 

clothing and a $50 food voucher; Jubilee 

Womenôs Center told her that she could 

come in to their clothing boutique.  She 

received a call from PeoplePoint and will 

talk with them about assistance in applying 

for benefits. 

 

Her feedback for 211:  ñVery helpful.  He 

was veryé  kind of, you know, calm ï not 

rushed.  And he was very thorough in want-

ing to make sure that all the possibilities for 

what I needed were covered.  I was very 

impressed with the service, very im-

pressed.ò 

Romy called into 211 in October from Hat 

Island in Snohomish County.  She was very 

upset, on the verge of tears and needing 

help with her Utility Bill. Her household 

includes 2 adults and 2 children. 

Her husbandôs loan officer in-

come has declined sharply month 

by month for over two years. 

This month he did not receive a 

pay check. They only have the 

bare basics and still cannot man-

age to pay their electric bill each 

month. 

The 2-1-1 Specialist assisted in calming 

Romy and explained that the CEAP 

(Consolidated Emergency Assistance Pro-

gram) through DSHS, may be a program for 

which sheôd be eligible.  The eligibility 

requirements were thoroughly reviewed so 

that the caller understood them. 

Outcome: Romy and her family qualified 

for the program and ended up receiving 

assistance for $1500.00. She said, ñwithout 

2-1-1 I would not have known about the 

CEAP program, but even more, the 

coaching from the 2-1-1 Specialist 

on how to ask for this assistance at 

DSHS helped me be approved for 

the grant.ò 

 

From Pierce County: Johanna 

called for rental and utilities 

assistance.  She is a first-time caller, re-

porting that sheôd lost her job in Decem-

ber, 2008 and is on food stamps and un-

employment.  She has two children.  She 

was successful in receiving utilities assis-

tance through Pierce County Community 

Action.  She is very thankful for 2-1-1. 

Call Origin  

North Sound  
Peninsulas  
SW Wash 
South Sound  
King County  
Greater Columbia  
Eastern  WA  

IVR H1N1 (10/09-12/09) 

TOTAL 

 

2009 Total Calls  

72,587 
23,254 
11,086 
76,674 
147,798 
42,915 
20,742 

3,275 

398,331 

(1,540 calls/day)  

Call Origin  

North Sound  
Peninsulas  
SW Wash.  
South Sound  
King County  
Greater Columbia  

Eastern WA  

 

TOTAL 

4th Qtr Total Calls  

17,570  
5,969 
2,856 
23,712 
39,723 
13,237 

5,132 

 

108,199 

(1,691 calls/day)  
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WIN211.org                     YEAR TO DATE WEBSITE VISITS  

CALLER STORIES  

CALL VOLUMES  

2009 CALL 
VOLUMES UP 10% FROM 2008  
361,859 2008  398,331 2009  

 

98               
  

2009 

  

Jan  

  

Feb 

  

March  

  

April  

  

May 

  

June  

  

July  

  

Aug.  

  

Sept.  

  

Oct  

  

Nov  

  

Dec 

  

YTD 

Total  

Total 
Web 

Visits  

 12,375  11,602  13,431  12,690  11,966  9,450  5,049  5,318  4,803 3,978 4,013  3,941  98,616 

Avg 
visits 

per day  

 399  414  433  423  386  315  163  172  160  128 134  127  

  

270 

  



Contact WIN211 with questions or comments:  

info@win211.org 

 

Matt Hornyak, Executive Director      matthornyak@win211.org 

Milissa Smith, Program Manager                milissa@win211.org 

WASHINGTON INFORMATION 

NETWORK 211 

Question:  

My family has never  needed to ask 
for help before and we donôt know 

where to begin.  Can 211 help?  

Answer:  

Yes, understanding what 
may be available and each 
programôs eligibility require-
ments, especially for some-
one who has no experience, 
can be a big challenge. 

211 Information & Referral 
Specialists take time to dis-
cuss program elements so 
that callers are well prepared 
to be successful. 

If services are limited or unavailable, 
211 works with callers to identify addi-
tional options. 

Question:  

I live in Jefferson County and Iôm 
looking for help for a family member 

in Walla Walla.  Can 211 help?  

 

Answer:   

Yes,  211 in WA 
(WIN211) is connected  
through a statewide 
resource database so 
the 211 Information & 
Referral Specialist can 
locate available ser-
vices throughout WA 
State.   

The resource database is  publicly 
available 24/7 at www.win211.org. 

Live telephone assistance is available 
Monday-Friday 8am-5pm, excluding 
holidays. 

Question:  

I work for a government  (or  non -
profit)  agency and frequently see 
clients who need more help than 
my program provides.  Can I call 
211 on behalf of my client, or refer 

them to 211?  

Answer:   

Yes, approximately 1/3 of all 211 call-
ers are referred by service providers 
for assistance with additional needs.  

211 Information & Referral Specialists 
work with each caller to highlight 
available services and programs 
which may be outside of their original 
requestðand yet are helpful toward 
increasing overall family economic 
stability. 

QUESTION & 
ANSWER                                                               

Phone: 425.264.0301 

Fax: 425.264.0316 

 

200 Mill Ave S Ste 505  Renton WA 98057 

 I S  Y O U R  A G E N C Y  

R E C O R D  O R  R E S O U R C E  

L I S T I N G  O U T  O F  D A T E ?   

C A L L  2 1 1  A N D  H E L P  U S  

C O R R E C T  I T . 

Weõre on the web 

www.win211.org 

Washington Information Network 211 (WIN211) is a 501(c)3 non -profit 
corporation providing statewide 211 Information and Referral tele-
phone and web -based services through 7 geographic regions and 
non -profit parent agencies. Each 2 -1-1 region, parent agency, coun-

ties served and administrative contact information is listed below:   

Region 2-1-1 Region &  

Parent Organization 

Counties Served Administrative Contact 

Info. 

1 North Sound 211 

Volunteers of America  

Western WA 

San Juan, Island, Whatcom, Skagit, 

Snohomish 

Bill Brackin 

bbrackin@voaww.org 

2 Peninsulas 211 

Kitsap Mental Health  

United Way of Kitsap Co. 

Clallam, Jefferson, Kitsap, Mason, 

Grays Harbor, Pacific 

Kelly Schwab 

Kellys@kmhs.org 

4 Southwest WA 211 

211 Info 

Wahkiakum, Cowlitz, Clark,  

Skamania 

Liesl Wendt 

liesl@211info.org 

5 South Sound 211 

United Way of Pierce 

County 

Pierce, Thurston, Lewis Shawn Parkhurst 

shawnp@uwpc.org 

6 King County 211 

King County Crisis Clinic 

King Susan Gemmel 

sgemmel@crisisclinic.org 

7 Greater Columbia 211 

People for People 

Okanogan, Chelan, Kittitas, Yakima, 
Klickitat, Douglas, Grant, Benton, 

Lincoln, Adams, Franklin, Walla 

Walla, Whitman, Columbia, Gar-

field, Asotin  

Amy Peters 

apeters@pfp.org 

 

8 Eastern WA 211 

Spokane Mental Health 

Ferry, Stevens, Pend Oreille,  

Spokane 

Jan Dobbs 

jdobbs@smhca.org 

 


