


2-1-1 San Bernardino County Monthly Report

January 2008 Data Analysis

Total number of documented calls

2-1-1 database totals

3/4/2008
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October (including November December January **
disaster calls) —&— Agencies —l—Programs
Total number of documented calls Agencies Database totals Programs
January **| 4,347 670 Jan-08 1,629
December 4,181 631 Dec-07 1,677
November 3,862 626 Nov-07 1,666
October (including disaster calls)| 10,911
** No longer includes hangups, wrong numbers, internal, etc. Total number of children involved
Total # of callers with children in the households 4900
4,790
1900 4800
1,861
1850 4700 +
4600
1800
4500 +
1750 -
1,725 4400 4
1700 + 4300 -
1650 4200
Nov-07 Dec-07 Jan-08 Nov-07 Dec-07 Jan-08
Call totals per # of children in household: Total Number of Children
Jan-08 Dec-07 Nov-07 Jan-08 4657
0 1991 1975 1849 Dec-07 4790
1 507 432 415 Nov-07 4448
2 539 558 525
3 438 408 401 Percentage of callers w/children 43%
4 224 235 227
5 96 105 101 First 5 Calls
6 36 44 36 Total # First 5 Children represented 1734
7 12 27 13 Total number of calls this month 4347
8 3 10 5 Total # of First 5 Calls 1074
9 2 0 0 Percentage of F5 calls 25%
More than 9 4 4 2
Total number of children under 6
Total 1861 | 1823 1725 1100
1,070
Call totals per # of children under 6: 1050
Jan-08 Dec-07 Nov-07 -
0 2774 2728 2633 g
1 612 537 502 = 1000 |
2| 310 353 301 o
3| 117 126 109 -
4 25 43 20 o 9501
5 9 9 8 =
6 1 2 1 900 4
7 0 0 0
8 0 0 0
9 0 0 0 850 |
More than 9 0 0 0
Nov-07 Dec-07 Jan-08
Total F5 Calls 1074 1070 941 ov ec an
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Total #in household:

Total in household

Jan-08 Dec-07 Nov-07
Unknown 1178 1069 1858 4 people
1 483 488 626 19%
2 438 436 520 7 people
3 460 446 603 3%
4 496 450 601 3 people 8 people
5 362 369 470 18% 2%
6 192 154 236
7 82 90 116 1 people 9 people
18% 1%
8 49 38 46
9 23 11 27 More than
9+ 29 22 13 9 people
1%
Total 2614 2504 3258 |Tota| people represented in this month's calls 9119
! . Age 60-65
Consumer's age: Consumers' age 93%
Jan-08 Dec-07 Nov-07 Age 40-49
Age 0-5 5 6 8 Age 65+
0,
Age 6-10 2 5 5 3%
Age 11-20 127 105 137 Age 0-5
0,
Age 21-29 745 722 649 0%
Age 30-39 1059 877 835 Age 6-10
Age 40-49 535 508 500 Age 30-39 0%
Age 50-59 287 264 275 37%
- Age 21-29
Age 60-65 88 68 70 ez Age 11-20
Age 65+ 84 70 49 4%
Total 2932 2625 2528
Gender of consumer
Gender of consumer
Jan-08 Dec-07 Nov-07
Female
772 744 699
Male -
Female 2972 2947 2843 Other
Other 1 3 5 0%
Transgender 0 0 0 Transgender
Unknown 68 43 25 0%
Total 3745 3694 3547
Language
guag Language
Jan-08 Dec-07 Nov-07 English
English 3576 3545 3344 93% .
Spanish 275 253 230 Sp;;ish
Mandarin 1 0 0
Mandarin
0%
Caller relationship to person in need: Caller relationship Professional/
Jan-08 Dec-07 Nov-07 to person in need Ag;(;cy Family
2%
Self 3573 3517 3314 > ?
Professional/Agency 101 116 106 Fr;’/nd
0
Family 93 79 75
Friend 56 57 55 Caregiver
Parent 24 28 19 0%
Caregiver 5 1 5
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Race/ ethnicity Race/ ethnicity
Jan-08 Dec-07 Nov-07
Black (Non-Hispanic) 830 694 627 0 100 200 300 500 600 700 800 900
White (Non-Hispanic) 794 735 718 Black (Non-Hispanic)
Hispanic/unk/mix 618 516 469 White (Non-Hispanic)
Mexican, Mex-Amer 256 222 268 Hispanic/unk/mix
Spanish/Cent/S Amer 204 192 266 Mexican, Mex-Amer
Asian-Indian 19 10 21 Spanish/Cent/S Amer
Other 16 15 12 Asian-Indian
Samoan 12 8 12 Other
Multi-race 10 17 17 Samoan
Asia/unk/mix 7 7 4 Multi-race |
Pacific Islander/unk/mix 7 5 2 Asia/unk/mix |
Cambodian 6 5 1 Pacific Islander/unk/mix 7I
Declined to answer 5 5 7 Cambodian |
Vli?tr?amese 4 4 12 Declined to answer |
Filipino 2 3 0 Vietnamese |
Laotian 2 1 1 Filipino 7
Cuban 1 3 2 Laotian |
Chinese 1 3 0 cuban |
Hawaiian 1 3 0 ) 1
- - Chinese
Native American 1 2 5 o
Hawaiian
Puerto Rican 1 2 2 ) ) 1
Native American
Japanese 0 2 2 R
Puerto Rican
Korean 0 0 2 3 1
Guamanian 0 0 0 apanese |
Korean
Total Known 2797 2454 2450 Guamanian
Source of income: Source of income Disability
Jan-08 Dec-07 Nov-07 6% U EDD/
nemployment
Employed 802 723 664 3%
None 672 655 601 Other/
(TANF) 616 499 567 Temporary Retirement
Supplemental Security Income (SSI) 411 387 329 Assistance for 2%
Disability 184 120 134 Nee‘g;;g”'es
EDD/Unemployment 72 78 79 220% 20t Employed Se'f‘Eﬂ/”'Wed
Other/Retirement 58 50 58 °
Self-Employed 31 34 27 Child Support
Child Support 18 28 17 1%
Transportation dependency: Transporation Fl*gi/e
Jan-08 Dec-07 Nov-07 dependency ’
Own Vehicle 1733 1505 1517 None
Public Transportation 568 449 510 10%
Ride 282 304 227 ; ‘ Transportation
None 273 285 225 OW”G‘éoe/h'C'e Voucher
Transportation Voucher 2 0 1 ° 0%
Taxi 0 1 2 0%
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Calls by need:
Jan-08 Dec-07 Nov-07

Utilities 851 608 506
Rent Assistance 417 378 400
Food 360 552 496
Shelter 278 300 279
General Information Services 213 306 296
Housing 173 156 129
General Medical Care 130 103 107
Counseling 106 57 94
Legal Assistance 61 51 33
Motel Vouchers 61 48 69
Training/Employment Services 59 55 49
Transportation 51 36 36
Diapers 39 46 34
Support Groups 37 30 34
Parenting Education 33 13 17
Dental Health 32 35 26
Child Care 29 28 21
Clothing 27 65 48
Tenant/Landlord Rights 24 21 16
Substance Abuse Services 23 25 29
Residential Drug Treatment 22 10 13
Household Furniture/Linens 21 20 22
General Information Services 18 17 14
Medi-Cal/Medicare 16 10 0
Courts/Probation System 16 9 3
Educational Programs 15 9 5
Baby Formula 15 8 9
Environmental Protection/Maintenance 14 12 8
Sober Living 13 11 9
Donations 12 94 50
Temporary Financial Aid 12 14 23
Bus & Gas Vouchers 12 6 7
Income Maintenance Programs 12 6 7
Burial/Funeral 11 6 6
Mental Health Care Facilities 10 18 12
Immunizations 10 8 9
Tax Assistance 10 1 0
Domestic Violence 9 5 2
Law Enforcement 8 9 6
Consumer Complaints/Assistance 7 7 9
Emergency Medical Care 7 3 7
Immigration/Citizenship 6 3 3
Social Security 6 2 4
Paternity/Drug Testing 6 2 1
Volunteer Opportunities 5 2 9
Mentoring Programs 5 0 1
Anger Management 4 6 11
Unemployment/State Disability 4 6 3
Child Passenger Safety/Seats 4 5 2
Licenses and Certificates 4 2 1
Parks & Recreation Services 3 28 15
School Readiness 3 2 0
Elder Abuse 3 1 0
Library Services 2 3 1
Adoption/Foster Care 2 1 1
Child Abuse 2 1 0
After School Programs 2 0 0
Animal Services 1 1 1
Labor Board/Fair Employment 1 1 0
Developmental Assessment 1 0 3
Credit Counseling 1 0 0
Homeless Student Transportation 1 0 0
Restraining Orders 0 2 0
Tutoring 0 2 0
Emancipation Services 0 1 0
Business License 0 0 1
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Calls per city
Jan-08 Dec-07 Nov-07

San Bernardino (City) 856 678 444
Victorville 489 357 194
Fontana 302 303 169
Ontario 293 203 172
Apple Valley 248 138 95
Hesperia 245 138 107
Rialto 146 160 109
Outside County 144 122
Rancho Cucamonga 120 115 88
Upland 102 93 80
Adelanto 86 86 28
Redlands 82 85 51
Colton 75 69 39
Chino 69 52 47
Barstow 68 48 41
Highland 61 70 49
Montclair 52 36 26
Yucaipa 46 32 17
Twenty-Nine Palms 28 17 4
Pomona (City) 25 14 16
Chino Hills 23 17 13
Yucca Valley 23 8 5
Alta Loma 22 26 13
Bloomington 20 16 10
Crestline 17 13 9
Loma Linda 17 9 7
Big Bear Lake 15 11 3
Grand Terrace 15 5 13
Lucerne Valley 13 16 5
Running Springs 10 2 27
Phelan 9 6 5
Helendale 8 8 6
Joshua Tree 7 8 4
Unincorporated Areas 4 3 25
Mentone 4 2 6
Needles 4 2 2
Big Bear City 4 1 1
Mountains 4 1 0
Lake Arrowhead 3 7 10
Pinon Hills 3 1 3
Landers 3 1 0
Forest Falls 2 1 0
Calimesa 1 2 0
Oro Grande 1 1 0
La Verne 1 0 2
Big River 1 0 0
Walk In 1 0 0
Wrightwood 1 0 0
Fort Irwin 0 5 4
Trona 0 2 0
Claremont 0 1 3
Yermo 0 1 1
Lytle Creek 0 1 0
Morongo 0 1 0
Newberry Springs 0 1 0
Blue Jay 0 0 1
Cedar Glen 0 0 1
Daggett 0 0 0
Hinkley 0 0 0
Ridgecrest 0 0 0
Rimforest 0 0 0
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Calls by city
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City of Chino Hills

City of Fontana

City of Grand Terrace

City of Ontario Fire Department

City of Ontario-Senior Center

City of San Bernardino

City of Victorville Fire Department

Community Assistance Program

Desert Valley Hospital

Drug Alternative Program

Families and Friends of Murder Victims

First Steps Child Development Center, Inc.

Foothill AIDS Project

Foster Youth Services

Friends Outside

Gamblers Anonymous

Gospel Shelter for Women

Habitat For Humanity, San Bernardino Area, Inc.

Hesperia Unified School District

Lucerne Valley Domestic Violence Outreach

Mental Health Systems, Inc.

Merrill Community Services, Inc.

Mexican Consulate General

Mothers Against Drunk Driving

National Center for Victims of Crime

National Health Information Center

National Organization for Rare Disorders

NCNW Bethune Center

Neighborhood Partnership Housing Services, Inc.

New Hope Village, Inc.

New House, Inc.

People's Choice, Inc.

Pomona Valley Hospital Medical Center

Reach Out West End

Redlands Community Hospital

Redlands Police Department Recreation Bureau

San Bernardino County Animal Care & Control

San Bernardino County Department of Community Development and Housing

San Bernardino County Fire Departments

San Bernardino County Public Defender

Somebody Cares Southland

Team of Advocates for Special Kids

Teen Challenge of Southern California

Travelers Aid of the Inland Empire

Victor Valley Community Hospital

Villa de Ninos

Visiting Nurse Association and Hospice of Southern California

Visiting Nurse Association of the Inland Counties

YMCA - West End
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Calls Handled Statistics

Report: Queue Group Performance by Day of Week
Site: Inland Empire United Way 2-1-1

Device: 001 - S.B. Queue Group

Date range: 1/1/2008 - 1/31/2008 12:00 AM - 12:00 AM
Created on: 2/6/2008
Created by: gmadden

Average
Average Average Average N
P iog ACDecalls ACD calls hczus " bc:us ’ calls calls Queue nswered by by by by  speedof delay to delay to ACDlha"d""g hAZ‘P Abandonos SEMVICE o
ctivity perio offered handled abandone abandone interflowed requeued unavailable ACDgroup1 ACDgroup2 ACD group3 ACD group 4 answer abandon interflow _'me_ andling andon level 95 AW
(short) (long) (hh:mm:ss) time
(hhmm:ss)  (hhcmmiss)  (hhimm:ss) (hhmmss)
Sunday 326 281 12 40 5 2 3 281 0 0 0 0:00:22 0:00:52 0:01:18 7:57:08 0:01:41 12.3 96.6 86.2
Monday 1211 1121 23 60 30 33 0 1095 26 0 0 0:00:23 0:01:31  0:01:24  56:22:38  0:03:01 5.0 97.5 92.6
Tuesday 1116 1078 28 25 13 18 0 1068 10 0 0 0:00:14 0:00:47 0:00:58 61:03:24 0:03:23 2.2 99.3 96.6
Wednesday 1335 1282 28 32 21 35 2 1271 11 0 0 0:00:15 0:00:59  0:01:00 68:59:52 0:03:13 2.4 98.7 96.0
Thursday 1219 1175 24 30 14 37 1 1168 7 0 0 0:00:16 0:01:18 0:01:02  66:40:19  0:03:24 2.5 98.7 96.4
Friday 861 826 19 24 11 25 2 814 12 0 0 0:00:14 0:00:44 0:01:02  46:43:40 0:03:23 2.8 99.4 95.9
Saturday 298 262 12 27 9 4 6 262 0 0 0 0:00:30 0:01:23 0:02:08 11:32:05 0:02:38 9.1 93.6 87.9
Total | 6366 | 6025 | 146 | 238 | 103 154 14 5959 66 o | o | 00018 | 0:01:09 | 0:01:14 |319:19:06] 0:03:21 | 37 | 983 | 946 |
ACD calls handled Average speed of answer (mm:ss)
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1000 4 00:26
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800
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00:13
400 +
00:09
200 A 00:04 1
o4 00:00 4
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80 1 M| | o253
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Callback Survey Responses

October - December 2007

Total of 28 Repsondents

Were the referral(s) accurate? Accurate referrals
Yes 96%
No 0%
Undecided 0%
No Response 4%
No
0,
Did you contact the referral agency (ies)? Resz;nse, VG, 1o
0
Yes 93%
No 4%
Undecided 4%
No Response 0%
If yes, did you get the help you needed? Caller received help
Yes 36%
No| 54% Yes, 36%
Undecided 11%
No Response 0%
Undecided,
11%
i i 2
Was the information useful? No. 54%
Yes 71%
No 14%
Undecided 14%
No Response 0%
Will you call 2-1-1 in the future? Caller will dial 2-1-1
Yos|  64% in the future
No 4%
Undecided 32%
No Response 0% Undecided,
32%
Are you a registered voter? Yes, 64%
Yes 50%
No 46%
Undecided 4% No, 4%
No Response 0%
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