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2-1-1 proves effective during disasters 

2-1-1s across California respond to recent hurricanes in the Gulf Coast

San Diego, October 11, 2005 – In a response to the recent hurricanes in the Gulf Coast area, 2-1-1s throughout California assisted local residents and evacuees of the hurricane connect to resources quickly by enhancing their overall response capability to the network of service providers in their areas and beyond. 2-1-1s helped in multiple and various ways by either working with their local American Red Cross answering calls to the Volunteer Hotline, working with other agencies in evacuee assistance centers, or deploying to the devastated areas.

2-1-1 is the new, free dialing code approved by the Federal Communications Commission to connect people with the health, social, and community services they need.  Like 9-1-1 for emergency calls, 2-1-1 can connect people to support services for seniors and the disabled, childcare, employment assistance, emergency food and shelter, child and adult protective services, legal assistance, volunteer opportunities, and disaster response information. 
“2-1-1 is a critical and imperative resource during times of disaster or crisis,” said Maribel Marin, the president of the California Alliance of Information and Referral Services (CAIRS), the statewide organization of agencies that provide information and referral services such as 2-1-1 to the public.  “Just as 2-1-1 can help people find quick, accurate information during their everyday lives, the 2-1-1 system fields calls from victims, their families, and worried members of the public seeking help for themselves and opportunities to help others.”

Since Hurricane Katrina hit landfall on August 29, Info Link in Orange County has been working with other agencies in OperationOC, a collaborative private/public partnership created to ensure that Hurricane Katrina’s evacuees and their families receive the necessary resources needed to resettle in Orange County, such as food, housing, clothing, and medical information.  With the help of Info Link Orange County, OperationOC’s Resource and Assessment Center has provided services to 440 evacuees from 190 families. Additionally, 167 evacuees have returned to the Resource and Assessment Center for other services. As reported to the Orange County American Red Cross, 452 families representing 912 individuals account for the total of evacuees from Hurricane Katrina and Rita in Orange County. Stretching resources even further, Angie Bauer, the executive director of Info Link has been assisting in volunteer efforts in Monroe, Louisiana since last week. She will be returning to Info Link operations on October 17. 

2-1-1 Riverside County, a program of the Volunteer Center of Riverside County, provided an information booth at the Riverside County Local Assistance Center where evacuees had the opportunity to speak face-to-face with trained 2-1-1 call center operators who assessed the needs of the evacuees.  2-1-1 assisted approximately 71 evacuees and their families at the Riverside County Local Assistance Center. The 2-1-1 operators also handled calls forwarded directly from the American Red Cross, assisting over 100 individuals offering to make donations or volunteer for the disaster relief efforts.  
In a quick response to Hurricane Katrina, 2-1-1 San Bernardino County answered a nationwide request for experienced call specialists to travel to Monroe, Louisiana to help staff the Monroe 2-1-1 hotline. Amada Garcia, a 2-1-1 Resource Specialist, spend nine days in Monroe, Louisiana working as a volunteer on one of the 56 phones set up to answer calls from local residents and displaced individuals and families. Additionally, Omar Tobin, volunteered for seven days in Jackson, Mississippi where he assisted in setting up a 2-1-1 database. Locally, San Bernardino County has accounted for more than 1,000 evacuees. 2-1-1 San Bernardino County has worked in conjunction with county Operations of Emergency Services, other county departments, and the San Bernardino American Red Cross to provide links for evacuees to non-profit services, donations and continued long-term care. The 2-1-1 call center continues to receive about 25 calls per week from evacuees.
2-1-1 San Diego also worked closely with the American Red Cross during Hurricane Katrina to help with critical relief efforts, such as recruiting volunteers to help answer the thousands of calls that came in on the Red Cross Volunteer Hotline. Between August 31 and September 11, 2005, 2-1-1 answered 4,275 calls through the Red Cross queue while maintaining an average wait time of just 48 seconds. Additionally, 2-1-1 San Diego researched local and national hurricane relief resources for callers who wanted to volunteer or donate goods, find missing persons, and other response efforts. This information was used to assist callers on the Red Cross queue and those who called 2-1-1 for hurricane relief information. 2-1-1 San Diego also helped organize the Family Assistance Center, providing face-to-face information and referral services for individuals looking for resources they need during the aftermath of the hurricane. The American Red Cross of San Diego and Imperial Counties has concluded that 1,106 families representing more than 2,235 individuals are present in San Diego County.

On September 6, 2005, a task force comprised of various County and City of Los Angeles departments, the Los Angeles County Office of Education, the American Red Cross, the State Office of Emergency Management and 211 LA County was convened to develop guidelines and a process to provide expedited public services to displaced families and individuals relocating to Los Angeles County.  211 LA County quickly geared up to handle calls from evacuees, volunteers, agencies and individuals wishing to make donations.  Specifically, 211 acted as a clearing house able to refer evacuees and other callers to a wide range of public, volunteer, and non-profit services.  

211 LA County received 250 calls from evacuees for various types of assistance, 538 calls from people wanting to donate food and material goods, 82 calls for housing offers, 30 calls from potential employers, 150  calls from people wanting to volunteer in various capacities, and 30 calls in miscellaneous categories; for a total of 1086 calls during the period between 9/6 to 10/10.

While services offered through 2-1-1 vary from community to community, 2-1-1 provides callers with referrals to services and information for every day needs. Just as important, 2-1-1 plays a critical role in times of crisis or disaster by creating a central source of information where the public can turn to get or give help. In times like these, 2-1-1 works with other community agencies to connect the public with up-to-date relief and recovery information, disaster status reports, as well as volunteer opportunities – all critical components in the response to local and national disasters.

For more national information on 2-1-1, go to www.211.org. For information on Info Link Orange County go to www.infolinkoc.org or for information on OperationOC go to www.operationoc.com. For 2-1-1 Riverside County, go to www.informriverside.org. For information on 2-1-1 San Bernardino County, go to www.211sb.org. For more information on 2-1-1 San Diego, go to www.211sandiego.org. 
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