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Navigation Services 2.0 



2-1-1 Community Value 
• Public/private partnership 

 
• Free, multilingual and confidential 

 
• Available 24/7 

 
• Skilled and professional Navigation Specialists 

 
• Excellent customer service and short hold times 

 
• Comprehensive and current database with more than 30,000 services 

 
• Track community needs and trends, as well as service gaps 

 



2-1-1 Across Texas 





Call Examples 
• My child has behavior problems. Do you have information about free family counseling? 

 

• I am diabetic and can’t afford my insulin anymore. 
 

• I’m a veteran. What type of programs are available for me? 
 

• I lost my job and don’t have enough food in the house to feed my family.  
 

• We lost everything in the Memorial Day Floods. We need help with gas money, food, clothing, and 
everything.  
 

• My husband died three months ago, and I’m about to lose my home. I receive Social Security, but it 
doesn’t cover my mortgage.    
 



211: Centralized Point of Contact 

• Transportation 
• Disaster 
• Employment Support 
• Senior Services 
• Substance Abuse 
• Government Programs 
• Criminal Justice/Legal  
• Military and Veteran 

 

• Food 
• Housing/Utilities 
• Health Care 
• Education/Youth Services 
• Child Care 
• Mental Health 
• Substance Abuse 

 



Comprehensive, Curated, Accurate Database 

• Thousands of programs and services 
• Updated at least annually 
• www.211texas.org 
• Eliminates need for printed directories 

 

http://www.211texas.org/


www.211texas.org 



Reporting Community Trends 

• Community Needs and Trends Report – annual since 2003 
• Customized per request organized by caller need, demographics, and 

geography 
• Data draws attention to trends and unmet needs 
• Used by grant writers, funders, researchers, and planners 

 



2017 Annual Report 

http://www.unitedwayaustin.org/CNT2017/ 
 

http://www.unitedwayaustin.org/CNT2017/


2-1-1 Call Volume and Demographics 



Trends 

• 1/3 of calls related to housing 
needs 

 
• More calls from older adults, 

needs are different 
 
• Mental health and substance 

abuse calls have increased 
 

• 8,296 calls for food assistance 
 



Geographic Shift 



Transition to Contact Center and Closed-Loop Referral 

• 300,000 visits and 90,000 search sessions to 211texas.org 
 

• Over 30,000 programs statewide that are updated at least annually; 
information changes daily 

 
• Exploring chat and text 

 



Amy Price 
Navigation Center Senior Director 

amy.price@uwatx.org 
512-225-0377 

 

mailto:amy.price@uwatx.org


CAN DASHBOARD 
2018 



CAN PARTNERS 



DEMOGRAPHICS 

Source: American Community Survey 1-Year Estimates 

• No majority 
• 49% White 
• 34% Hispanic 
• 8% Black 
• 6% Asian 

• Older population is 70% White 
• 47% of children are Hispanic 
 



DEMOGRAPHICS 
• The Austin MSA topped 2 million 

for the first time in 2015. Travis 
County accounts for 1.2 million.  

• About 25% MSA are “low-
income” 

• $49,000  of all people in the 
five-county for a family of 
four with two adults  

• $39,000 for a family with 
two children and one adult.  

• In the areas shaded in orange, 
the low income population 
increased by more than 500 

• In the areas shaded in blue, the 
low income population 
increased by more than 1500 



CAN 
GOAL 1 





CAN 
GOAL 2 





CAN 
GOAL 3 



WE ARE HEALTHY  

The health insurance rate for 
Travis County residents 

improved by 

33% 
From 2012 to 2016 

HIGHLIGHTS 
While food access has 

improved from 18% to 15%,  
The Obesity Rate remained 
essentially unchanged (23%) 
Suggesting that a focus on access 
to healthy food may be of import. 

CHALLENGES 



CAN 
GOAL 4 





WHAT STANDS OUT FOR YOU? 

1. What did you learn that concerns you? 
2. What did you learn that is “welcomed” news? 
3. What can our community do to address these issues … working 

together? 
 



SCHEDULE A PRESENTATION 

Contact: 
Raul Alvarez 

ralvarez@canatx.org  

Visit Our Website: 
 

www.dashboard.canatx.org  

mailto:mary.dodd@austinisd.org
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