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A MESSAGE FROM OUR BOARD CHAIR

We are proud of our team’s accomplishments
in 2020. Starting in the first quarter, the Nova
Scotia 211 team provided contact center
services to residents of Prince Edward island.
Early in the year we offered our callers
improvements in
service through the
installation of a new telephone system and
followed up with the launch of a totally
redesigned, easier to navigate website.
After nine and a half years at the helm of 211,
Mike Myette, our inaugural Executive Director
announced his planned retirement in June and
the Board promptly convened a hiring
committee and engaged a local recruiting firm
to search for his replacement. We are pleased to
report that our 2021 business priorities will be
led by Executive Director, Mr. Jeff Fraser.
Those priorities will include renewed focus on
reaching out to those Nova Scotians who are
not yet aware of our service.

We will do this through sharing information
on needs, leveraging our reputation,
collaborating with service providers, and
learning more about those we serve. No
report on our success could be complete
without acknowledging the financial
support of the Province of Nova Scotia and
United Ways in Cape Breton, Pictou,
Colchester, Cumberland, Halifax, and
Lunenburg. Without the commitment of
these funding partners, our past
achievements would have been impossible
and our future aspirations unattainable.
On behalf of the staff and Board of
Directors, thank you for believing in 211. If
you have suggestions on how we can do
better, we hope you will let us know.
Sincerely,

Jennifer Parker, Board Chair
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2020 BY THE NUMBERS
Our Navigators answered 41,192 calls
& identified over 41,000 needs
Our website was visited 539,838 times
and 80% found a helpful resource
Our callers received 44,311 referrals to
4,742 different helping resources

top caller needs
"I have never met people like those who work at
211. You are all so obliging and approachable
when helping people with their problems."

what people are saying about 211
"211 is the best service out there! You have
helped me in the past. I have always felt that
you are genuinely concerned about people and do
not discriminate."
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173

TOTAL YEARS OF HUMAN SERVICES ON OUR
NAVIGATOR TEAM

ANNUAL COST OF 211 SERVICE PER
NOVA SCOTIAN

54
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$1.20

AVERAGE SECONDS CALLERS WAITED TO
HAVE THEIR CALL ANSWERED

NUMBER OF NEW RECORDS ADDED TO
OUR DATABASE

98%

CALLERS WHO RECEIVED THE REFERRALS
THEY NEEDED ON THEIR FIRST CALL

AVERAGE LENGTH OF CALL IN MINUTES

96%

823
6.17

CALLERS' NEEDS FOR WHICH WE WERE ABLE
TO OFFER A HELPFUL RESOURCE

giving
back

The information we collect on met and unmet needs is
intended to help identify service gaps in our communities.
We want to share this information in hopes that doing so
will contribute to better informed decisions around
investments in new services for areas that are currently
underserved. Our comprehensive inventory of community
resources is also available to organizations serving the public
good. To learn more, call (902) 466-5725 or email
info@ns.211.ca
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79%

of callers surveyed
reported following up on
the referrals we provided.
Of those who followed up,
83% said they received
help.

100%
of messages were returned
on the same day they were
left.
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COVID-19

Our role during the pandemic
On the advice from the Province regarding measures
to reduce the risk of transmission, the entire 211
Nova Scotia team transitioned to a “work-at-homemodel” in mid- March 2020. Fortunately, through
exercising our business continuity plan, all staff had
prior experience in working remotely and we were
quickly able to re-establish 211 operations on this
basis. In many cases working from home meant
adjusting to a work site that was less-than-ideal from
an ergonomic perspective, but the entire team
accepted these challenges. Despite having to manage a
much higher volume of calls that were more complex
in nature, the decline in overall performance, as
compared to pre-Covid levels, was minimal and caller
confidence remained high.
One of the greater operational challenges posed by
the Covid-19 pandemic involved management of
information. The pandemic was no different from
any crisis, in that one of the immediate responses
from the public was a significant increase in the
demand for information. We have served as Nova
Scotia’s trusted provider of information since 2013,
and as expected, incoming call volumes increased
significantly, exceeding pre-pandemic monthly
averages by as much as 40%. Meeting the public
demand for pandemic-related information required a
fresh tactical approach. The onset of the pandemic
impacted the delivery of programs and services in
every community. As public safety measures designed
to limit contact were implemented, some services
ground to a halt, some were reduced, and in many
cases, organizations pivoted to develop entirely new
ways of delivering services.

To collect information on the pandemic-related
service changes across the non-profit sector, we
launched a social media campaign asking service
providers to let us know of changes to their service
delivery model. Within a 10- day period , our team
made changes to over 1,100 service records, a tenfold increase in pre-pandemic activity.
Managing
the flow of
information from
government around public safety measures and
support programs required a different tactic. Angie
Zinck, our Director of Communications was
effective in breaking down high volumes of
information into easily digestible key messages
which our team used in responding to public
inquiries. Despite government efforts to diligently
provide information intended to inform Nova
Scotians, our callers frequently posed questions, for
which answers were not readily available. As new
government related supports were announced, we
established close communications links with the
sponsoring departments to continuously clarify
eligibility requirements so we could ensure as many
people as possible received the support they were
entitled to.
Our team was honoured to partner with the
province’s Department of Community Services and
non-profit sector organizations, to provide central
intake services for specially designed Covid-19
support programs around Mental Health and Food
security which served over 3,000 Nova Scotian
families.
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Total
COVID-19
related calls:
10,567

The pandemic
hit Nova Scotia in
March 2020.
COVID-19 related
calls made up 33%
of our calls
from March to
December

the global pandemic...
...here at home
The events of 2020 elevated the need for quick access to the information about what was
available in local communities to help with the most basic needs. Our team proudly adapted to
the increasing needs of callers as they responded to a surge in call volume brought on by the
COVID-19 crisis. In the pandemic's high-stress environment, our Navigators also saw a spike in
requests for mental health supports. In addition, 211 Nova Scotia also helped many people who,
for the first time in their life are out of work and needed help applying for CERB and wage
supports. Calls for food support increased. Our team rose to every challenge.

LET'S TALK ABOUT IT
Men's Mental Health Line
According to the Nova Scotia division of Canadian Mental Health, men
may experience suicidal thoughts after experiencing a job loss, relationship
loss or other traumatic events. Some men may not feel comfortable talking
about their feelings and need extra support to manage these life events.
We were proud to partner with this important project and help bring the
Men’s Helpline to life in 2020. This helpline was designed to help adult men
who have concerns about their well-being, safety, safety of others and/or
who may be experiencing a crisis.
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A great number
of our calls
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Adults aged 35-54
made up the
largest group of
callers with
COVID-19 related
questions

HELP STARTS HERE
COVID-19 calls by age

all age access

5 13-18 Years
968

19-34 Years

4581

35-54 Years

COVID-19
& HUNGER

2995 55-64 Years
2081

65 Years

+

COVID-19 Food Box program
In May 2020, 211 Nova Scotia proudly partnered with Feed Nova Scotia to bring a new,
short-term initiative that provided home delivery of food to Nova Scotians who needed
food support and couldn't get to a food bank or other food support program. According to
Feed Nova Scotia, with only a few exceptions, food banks and meal programs across the
province found ways to stay open and safely support those in need during the COVID crisis.
Our team kept up with the ever-changing public health orders in order to connect callers to
the food supports they needed.
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6% of our callers' needs were reported as "unmet." This means we
were unable to offer them a referral to meet their need. There are
various reasons for this such as sometimes the closest helping resource
is too far away, for example. For programs that have an income
threshold we frequently find that family income is too high to make
them eligible for the support they need.

UNMET NEEDS
In 2020, service providers contributed to almost half (46%) of the calls we answered, either by calling 211 on
behalf of a client or suggesting that someone in need reach out to us. We are grateful for the trust that the
sector has placed in our service and we value any feedback so that we can continue to improve on both the
quality and quantity of referrals to organizations across the Province. Accurate information on programs and
services is critical to our ability to connect people in need to those who can help them. 211 is committed to
ensuring that the information in our database is continually updated. Increasingly, service providers are
contributing here too, using our convenient on-line updating tool to easily and quickly update their information.
Want to learn more about this? Call 211 or email us at info@ns.211.ca

2020 Board of Directors
CHAIR, Jennifer Parker, Director, Customer Care, Nova Scotia Power
VICE CHAIR, Doug Boyd, Former President, Mara Consulting
SEC/TREASURER, Safia Rahemtulla, CPA, CA, CIA, Senior Manager, Advisory Services, Ernst
& Young LLP, Halifax
PROVINCE OF NS, Mary Archibald, Executive Director of Financial Services, Department of
Service Nova Scotia and Internal Services
UNITED WAY, Sara Napier, President and CEO, United Way Halifax
MEMBERS AT LARGE
Maria Cain, Manager of Community Integration Services, ISANS
Andre Gallant, CEO, YMCA Sydney
Jim Gunn, Ph.D., Sole Proprietor/Consultant, Gunn's Leadership
Sarah MacIntosh-Wiseman, CEO, Pictou County Regional Enterprise Network
Njabulo Nkala, Director, Entrepreneurship, Innovation & Growth, Black Business Initiative
Lindsay Peach, Executive Director, Mi'kmaw Health and Wellness
Mike Townsend, Executive Director, Directions Council of Nova Scotia
Andrea Forbes-Hurley, MBA, CPHR, Partner, Knightsbridge Robertson Surrette
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OUR
IMPACT

Teamwork is one of 211’s core values and we are always looking the opportunity to form alliances with
others. In 2020, our navigators spoke with over 30,000 Nova Scotians whose help-seeking journey started
with all to 211 – but how did that journey end? Who else was involved along the way? In an ideal world,
getting help would be a simple process but in the real world, the journey to a successful outcome can be
complex and often requires the participation and collaboration of various helping organizations. We are
especially proud of the fact that our Navigators “go the extra mile” in enlisting the help of others to ensure
successful outcomes, as illustrated by these actual success stories from 2020.

MAKING LIFE BETTER FOR BETTY

Betty was a grieving widow when she called 211 for help in early 2020. The unexpected loss of her
husband had created so much anxiety and stress. With bills piling up and savings nearly exhausted,
she was feeling totally overwhelmed. After learning that Betty was on stress-related leave from
work, our Navigator Pam, identified a source of pension income that Betty had not known she was
eligible for. One major source of debt involved her property taxes, so Pam coordinated a call with the
Municipal office to access a low-income property tax relief program. With some of the major shortterm stressors in her life now in check, Betty felt she was ready to work on longer-term coping skills.
Pam connected Betty to a community-based social work office for regular help and in a follow up call
with Betty. Pam noted that her outlook on life was markedly improved. Betty summed up her feelings
in this way “211 sent an angel from Heaven to help me”.

PETER'S PLIGHT
Peter called 211 desperately in need of a mobile scooter, but unable to afford to buy one.
Fortunately, 211 has information on helping organizations that provide scooters to people in need.
Our navigator, Kim reached out organizations close to Peter’s community, but there were no
scooters available at that time. Undeterred, Kim widened out her search and eventually found a
suitable mobile scooter in Cape Breton. This presented a challenge – how to get the scooter to its
new home, half-way across the province. Kim learned of a towing company who might deliver it and
her call to the owner brought great news – the company would pick-up the scooter in Cape Breton
and deliver it to Peter, a distance of nearly 500 kilometers away. The story, however, does not end
there – the scooter batteries were defective and needed to be replaced - at a cost of hundreds of
dollars which Peter did not have. On Peter’s behalf, Kim made some appeals to several local
community organizations and two of them partnered up to purchase the batteries for Peter’s muchneeded mobile scooter. This is a great example of a situation where no single helper had the means
to solve the problem but by working together, each providing a piece of the solution, everything
came together in a successful outcome.
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In Service of Others
Reflecti o ns fr om 2 11 No v a Sco t i a 's fi r s t
Exe cu ti v e D ir ec t or Mi ke My et t e
In summer of 2011, I responded to a job posting for the Inaugural Executive Director of 211. I still remember
one particular sentence that caught my attention, offering applicants the opportunity to “make a difference”
in the lives of Nova Scotians. Looking back at what the team here has accomplished since then , I think it’s
fair to conclude that 211 has made a difference in the lives of Nova Scotians, as was promised in that job
posting. Between February 2013 and December 2020, navigators received over 212,000 calls from which
222,000 needs were identified. Those needs resulted in over 240,000 referrals. As an indicator of the extent to
which 211 has become a part of Nova Scotians’ daily lives, consider that since 2011, almost 1.9 million people
(twice Nova Scotia’s population) have visited our website to find information about programs and services to
support social needs. Since announcing my retirement plans this year in June, many well-wishers have asked
me what surprised me the most about my experience with 211. It is the response from Nova Scotians to the
help they received. Within a year or so of launching the 211 service, I was very surprised to find that over 250
callers had taken the time to send a note of thanks and appreciation for the way our navigators responded to
their social needs. Many of those people, after facing years of their needs having been unmet, described their
call to 211 as a “life-changing” moment, for the better. Every year since, in preparing this annual report, I read
notes received during the year and I am always humbled by how grateful Nova Scotians are that 211 service is
here.
I consider myself very fortunate to have had the opportunity to help make 211 service a reality in our
Province. I’m especially grateful for the untiring commitment of our staff, the oversight of an engaged Board
of Directors and the conscientious support of the non-profit sector, without which, none of this would have
been possible. 211 will always occupy a part of my heart and soul and I look forward to hearing of its
continued growth and evolution, making an even greater difference in the lives of Nova Scotians.

Mike and his caricature sketch, a retirement gift from the 211 Team.
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211 Information and Referral Services Nova Scotia is a not-for-profit society that provides navigational
assistance for social and community services within the Province of Nova Scotia. 211 has information on
thousands of services provided by non-profits, community groups, and government departments.
Information is available 24 hours a day, seven days a week, 365 days a year, in over 140 languages.

211 Nova Scotia gratefully acknowledges its partners and supporters for
helping to make our information and referral service a reality.

United Way Cape Breton
United Way Colchester County
United Way Cumberland County
United Way Halifax
United Way Lunenburg County
United Way Pictou County

