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Context for 211

· Primary partnership between United Way and Information & Referral (I&R) sector.  

· 211 Concept – starts in 1997 with first 211 service implemented in Atlanta Georgia. 

· 211 – creating a 211 service delivery system and public information brand – is a work in progress.
Imagery and Models 

· One view is that 211 represents the industrialization of cottage industry – consolidation of small local (I&R) providers into an information provision system.
· Another view of 211 and its evolution is like a river – many unique tributaries coming together to create a larger watercourse. 
· In either case 211 is only possible because of technology advances – modern call centre telephony systems, computerized data bases, and internet. 

Collaborative roots of I&R

· Local volunteers – mostly women – informally keeping records of community resources to help others by providing information. 
· Information and referral becomes formalized and professionalized – new community-based organizations are formed, libraries & others become involved.
· Comprehensive community service directories replace recipe cards
· Tradition of local, regional & provincial collaboration, lead to cross-board links 

· Provincial I&R infrastructure develops – sharing, R&D (rip-off and duplicate), training, standards, 
· Development of shared tools – classification systems, database systems, other shareware

· Organizational accreditation, and professional certification  

Dreams and nightmares 

· Long-standing dream of data consolidation – consolidating local data sets into larger provincial and national databases.  

· Trauma of the mid-90s – funding cuts undermine collaboration and system development 
· 211 – as the new vehicle to pursue collaboration, and promote wide-spread public usage/access to information (a recognized unified information brand).
Local bases, but broader challenges – United Ways 

· Local mandate and focus – “give were you live” 

· Increasing recognition of need to collaborate, power of doing so.
· Evolution from community-building to creation community impact, and influencing development of public policy – Anne Golden, Frances Lankin

· Long-time funders of general I&R and specialized I&R (Rape Crisis, Distress), strong local relationships
Local initiative morphs into a national initiative

· 2000 Community Information Toronto learns about 211, and enlists United Way of Greater Toronto to pursue local implementation. 

· CRTC approval required for 211 dialing.  CIT and UWGT spearhead application and enlist national organizations as supporters.  

· CRTC assigns 211 in Canada for a national human services information and access system.  

211 Toronto 

· 2001 launch of 211 Toronto – system development-provider investments, fundraising, marketing, etc. 

· Excitement generated across Canada – others wish to replicate service.
National Organizational Development 

· National Memorandum of Understanding application (2001) – commitment to sharing information, and coordination – branding and minimum standards. 
· National 211 Charter (2004) 3 layers – 211Canada Steering Committee (volunteer governance), 211 National Implementation Committee (staff involved in 211 planning and implementation), 211Licencing Panel (staff who review applications from new providers) – equal representation from United Way & I&R.
· Willingness cooperate despite lack of ownership or real discipline.
New national model agreed on, but not yet implemented – skill-based, multi-stakeholder, volunteer. 
211 in Ontario – leadership (first 211 centre, most developed I&R sector) 

· Collaborative approach  and vision – what’s 211 going to look like, who does what, etc.
· Trillium’s crucial support (2003) – 211 for All Ontarians – collaborative management and broad participation – core and field – UW and I&R 

· Learnings from Toronto’s first year of operation.
· Common vision for Ontario 211 – a systems approach and provincial system architecture. 

· Governance – provincial, somewhat vague but acknowledgment and multi-stakeholder underpinnings.

· Phase 2 (2004-05) – tools and systems – Trillium funded, collaborative application and project management.
· Consideration of various governance models (2005) – provider’s co-op, multi-stakeholder non-profit, legislated entity, etc. – results in consensus but not agreement on governance.
Stresses appear

· Issues arise re: power, organizational self-interest, straying from the vision.  

· Loss of some trust – absence of consensus.
· Provincial investments ($4.4 million in 2006-07) – United Way and I&R working separately, but together on advancing 211. 
· Attempts to create shared governance fail.
·  UW call for volunteer, results in new provincial governance body being formed in 2007 – volunteers drawn from I&R and UW organizations. 
Change of players – re-engagement and re-established consensus (2007-08) 

· More 211 centres commence 211 service delivery, including municipal involvement as 211 providers.  
· United Way appointed governance body incorporates as Ontario 211 Service Corporation.  
· Consideration of governance various models, including designated classes of membership, and selection of traditional appointed Board – focused on the need for diversity and skills.  

· One reason for traditional model – absence of knowledge about long-term intentions of major funders. 
· General peace and harmony among 211 proponents.  
· Data partners and other stakeholders – still wondering about place and value. 
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