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CHAIR AND MEMBERS
COMMUNITY AND NEIGHBOURHOODS COMMITTEE
MEETING ON AUGUST 16, 2011

TO:

ROSS L. FAIR
EXECUTIVE DIRECTOR
COMMUNITY SERVICES DEPARTMENT

FROM:

INTRODUCTION OF ONTARIO211 SERVICE TO LONDON

SUBJECT: IMPLICATIONS FOR THE CITY OF LONDON

RECOMMENDATION

That, on the recommendation of the Executive Director of Community Services, the following actions
BE TAKEN:

a) City Council ENDORSE the introduction of 211 Service in London,;

b) The Civic Administration BE DIRECTED to include provision for a City share of funding of
the 211 Service in the 2012 budget for consideration;

¢) The Civic Administration BE DIRECTED to monitor the implementation and success of the
211 service in London with annual reporting back to Committee and Council on an annual
basis

PREVIOUS REPORTS PERTINENT TO THIS MATTER

Community and Neighbourhoods Committee, June 14™ 2011 - delegation

BACKGROUND

At its meeting of June 14™ 2011, the Community and Neighbourhoods Committee heard a
delegation on the introduction of Ontario 211 Services by Andrew Lockie, CEO of the United Way of
London-Middlesex; Martha Powell, CEO of the London Community Foundation and Bill Morris of
Ontario211. The Committee referred the matter to the civic administration for consideration and a
report back at a future meeting of the CNC.

For reference, a copy of the slide deck presented by the delegation is attached to this report as
Appendix A.

Comments from the Civic Administration:

Providing timely, relevant and accessible points of contact for residents seeking information about
municipal and other services has been a important topic for Council and the civic administration over
the past several years and has been a priority for this Council. The civic administration is continuing
its review of service delivery options including 311. Council has also endorsed a recommendation
from the City Manager to explore strategic opportunities with Service Ontario for the provision of not
only information services but also transactional services.

The intent of Ontario211 is to serve as “an information and referral service (helpline and website)
that will provide residents of the city of London and the communities of Middlesex County with
reliable information on social services. 211 services are free to use, confidential and provide
residents with access to thousands of organizations.”

Several City-led initiatives have identified “system navigation” as key challenges for residents to
access social services, including Age Friendly London and the Child and Youth Agenda. Ontario211
is positioned to assist with these challenges.
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As with any information and referral service, there will be several factors that will be critical to its
success:

e Ease of access for the user

e Completeness and reliability of the service data
Ability of the service provider to process information requests in a timely way to have the
ability to communicate with a wide spectrum of callers, many of whom will be in crisis
situations.

The City of Windsor, via its 311 call centre operation, has been selected to deliver Ontario211
services for Southwestern Ontario, including the City of London and Middlesex County. Local data
for “211 London Middlesex” will be provided to the 211 Call Centre, Windsor, through a data sharing
agreement with Information London/thehealhline,ca Information Network.

It is anticipated 211 London Middlesex will be operational in November, 2011.

FINANCIAL IMPACT

The 211 Services Corporation is primarily funded by the Province of Ontario. It has received funding
to fulfill its mandate for Province wide coverage by the end of 2012. Costs include those of the
corporation itself, as well as the call centres which require staff, training and ongoing data
maintenance. A number of other funders, including municipalities, are already funding a portion of
211 services in their respective communities.

City of London will not be required to do so to initiate the roll out of the service locally, which
presumably would entail additional funding to increase the capacity of the Windsor 311 call centre to
handle the increased service volume.

The administration has been advised that the 211 Services Corporation is “finalizing” an investment
model that will include contributions from both government and community. It is our understanding
that Ontario 211 uses a standardized funding model consisting of $1 per capita per year for each
municipality served, based on a 20% penetration rate. Costs would escalate based on call volume.
Estimates suggest a 15% — 20% penetration to begin.

The 211 Services Corporation retained Deloitte to develop a proposed funding model for annual
costs as follows:

o Province 60%
o Municipality: 20%
o United Way: 10%
o Federal Government: 10%

The funding model varies greatly amongst the communities and currently no one adheres to the
above formula. Some municipalities for example have covered the total costs of implementation.

Committee heard from the delegates that the extent of this cost is not precisely known but is
expected to be in the range of $84,000 annually once the fully anticipated ongoing use is met,
which will likely take some time.

Using the Deloitte model the estimated budget pressure for City of London would be $70,000 per
year (20% of 350,000) for 211 service.

Area municipalities or local entities would appear to be responsible for preparing information on
services (the data set) for use by Ontario 211 via a data sharing agreement. The Community
Services Department currently provides annual funding of $20,000 on a service agreement with
Michael Robbins to load local data on the provincial “Healthline.”
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BENEFITS AND RISKS:

The need to provide system navigation for social services in our City is well supported. The 211
Services Corporation has built a provincial model that appears to be doing well in other areas of the
Province. The Windsor 311 Call Centre is well-established and so would seem to have the capacity
to deliver timely services to our residents. The local data collection work via the Healthline is also
well-established. The cost sharing model with all orders of government, the United Way and the
London Community Foundation all contributing seems workable.

From a risk perspective, the London and Middlesex communities will need to rely on the ability of
City of Windsor workers to be very knowledgeable about local needs and services. The capacity of
the service will also be directly related to the ability and interest of Windsor City Council to continue
to fund and operate its own 311 Call Centre. If there is a decision to down size or close the Call
Centre, our community will cease to have access to the service.

Should City Council decide to implement a London 311 Call Centre or a similar capacity emerges
out of discussions with Service Ontario it follows that building capacity to handle local 211 calls
would seem logical, however, it is not clear whether the 211 Services Corporation would be
amenable to amending its arrangements.

CONCLUSION:

The need for 211 services for London is well-established and it would appear that the 211 Services
Corporation has built a model that will be effective and efficient, even if London’s calls will be
answered by City of Windsor staff. The funding model appears to be reasonable and assumes a
broad sharing of costs across government and NGO funders. What is not clear is the long term
viability of the 211 Services Model should other municipalities develop 311 capability or should
Service Ontario indicate it has capacity to take on this service.

The civic administration is recommending that London City Council endorse the roll out of 211
service for the City of London; that the civic administration make provision for the anticipated
London share of the costs in the 2012 budget; and that the administration monitor and report back to
Committee on the implementation and success of the 211 initiative on an annual basis.

RECOMMENDED BY:

Ross L. Fair
Executive Director
Department of Community Services

CC: Bill Rayburn, CAO, Middlesex County
Andrew Lockie, CEO, United Way of London and Middlesex
Martha Powell, CEO, London Community Foundation
Bill Morris, Ontario211 Corporation
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