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I had the privilege of joining 211NS mid-February

2021 as the impacts of the needs for health services

were being felt in every corner of our province.

Although these unprecedented circumstances had a

significant impact on system demands, I am

incredibly proud of how the 211 team banded

together and worked shoulder to shoulder with our

many partners to connect Nova Scotians to the

resources they required.

In a very short time, I learned about the significant

role that an organization like 211 can play in the

lives of many people as they sought out advice and

support in navigating increased challenges. As the

pandemic waves progressed in complexity, access to

accurate information was key and this is where 211

proved to be a vital service. Our data management

team kept our Community Resource Navigators

armed with the most up-to-date information to

ensure we had access to the most reliable

information and referral pathways available.

In addition to supporting increased demands in

information and referral, we developed new and

enhanced partnerships with the Department of

Community Services and Feed Nova Scotia in

ramping up the Food Box Program; supporting

the Department of Health and Wellness in

providing intake capability for the In-Home

Vaccination Program; and working with Family

Service of Eastern Nova Scotia on the expansion

of the Men’s Helpline to include access for

Women’s and All Genders.

Nova Scotians should be proud of what the 211

team and its partners have accomplished over

the last year with the sheer number of challenges

that were faced and how we collaborated to

adapt our systems to implement solutions.

Sincerely,
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Jeffrey Fraser, Executive Director

A message from our Executive Director



Top caller needs

The 
big
picture

“ I WANT TO THANK YOU SO MUCH FOR 
TAKING THE TIME TO LISTEN AND TALK TO 
ME. I TRULY FEEL HEARD AND HELPED!"

Our Navigators answered 57,708 calls &

identified over 66,278 needs

Our website was visited over 268,327

times

 
Our callers received 66,278 referrals to

8,048 different helping resources

what people are saying about 211

23%
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COMMUNITY 
SERVICES

MENTAL
HEALTH

INCOME
SUPPORT

HOUSING/
SHELTER
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Striving to make
a difference
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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100%
of messages were returned on

the same day they were left.

148 TOTAL YEARS OF HUMAN SERVICES
ON OUR NAVIGATOR TEAM

85AVERAGE SECONDS CALLERS WAITED
TO HAVE THEIR CALL ANSWERED

570 NUMBER OF NEW RECORDS
ADDED TO OUR DATABASE

5.45

2021 by the numbers

AVERAGE NUMBER OF 
REFERRALS MADE PER CALL 1.72

average length of 
call in minutes
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As 2021 kicked off, the province of Nova Scotia
was still navigating the COVID-19 pandemic.
Nova Scotian's were continuously seeking
access to the ever-changing information,
restrictions, and guidelines—and more than ever
seeking support for their needs. Our team
proudly adapted to the increasing needs of
callers, and even exceeded a 600+ call day in
April 2021 amidst public school closures. In 2021
there was a substantial need for food supports,
as well as a spike in mental health supports. Our
team rose to every challenge to help members
of our community. 

Men's, Women's, and All
Genders Helplines
In 2020, we were  proud to partner with Family
Service of Eastern Nova Scotia (FSENS) to launch the
Men’s Helpline. As the need for the helpline, and
additional helplines began to increase, we worked
closely with FSENS to launch the Women's and All
Genders Helpline in mid-2021. For all three helplines,
211 is the sole point of contact to connect callers to
counsellors at FSENS who can provide a listening ear
to adult Nova Scotians struggling with their mental
health, and those who have concerns about their
safety and/or the safety of others.
 

Navigating the
new normal

Total 
COVID-19 

related calls 
in 2021:
10,567

Working together
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In-Home Vaccination
Program
The In-Home Vaccination Program
provides in-home COVID-19
vaccination services to individuals
who are not able to get out to a
community COVID-19 vaccination
clinic due to mobility challenges or
health issues that prevent them
from leaving their homes.

211 Nova Scotia serves as the
single point of contact for eligible
individuals to register for this
program. The program launched in
2021 and is ongoing.

Food Box Program
Starting in 2020, and continuing
throughout the 2021 year, we were
proud to partner with Feed Nova Scotia
as the initial point of contact for the
COVID-19 Food Box Program.

This program provides delivery of food
to Nova Scotians who need food
support but are unable get to a food
bank or other food support program.

Each food box contains non-perishable
items to provide food support for up to a
week for one person. Individuals in need
can access this service once a month
and food boxes are typically delivered
2-5 days after the initial request is made.



The 211 Nova Scotia’s Believer’s Award was
created in 2015, three years after the
service was launched. Annually, this award
is presented to an organization, or an
individual having demonstrated leadership
in their belief of, and support for, 211 and
who, through that leadership, has
contributed significantly to its growth and
sustainability. The Award is presented to
the recipient for the previous year.

The Believer’s Award nominees are chosen
by the 211 Nova Scotia team and the
recipient is selected by the Governance
Committee. The Award recognizes the
significant contributions and efforts of an
organization or individual that positively
impacts the lives of Nova Scotians.

Believer's Award
The 2020 Believer's Award Recipient was awarded to Feed Nova Scotia at 211 Nova Scotia's
Annual Board Retreat in the fall of 2021.

Due to the COVID-19 pandemic, many families struggled to make ends meet in their
homes. An issue that stood out through 211 Nova Scotia’s data was food insecurity—making
the work done by Feed Nova Scotia even more impactful than ever before.

“Helping to make sure people had food in the moment was a huge focus in 2020. As masks,
distancing, and hand sanitizer became a regular part of our day, we kept the food moving,”
says Nick Jennery, Executive Director at Feed Nova Scotia. “We not only stayed fully
operational; we provided more food than ever, both to our member network and directly to
Nova Scotians.” 

“Our partnership with 211 Nova Scotia is critical,” says Jennery. “211 Nova Scotia was there at
the table on day one, when we had to design a new client intake process to enable the
delivery of a food box, anywhere in Nova Scotia, within two business days.” 
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About the Believer's Award

Nick Jennery (middle) accepting the 2020 Believer's
Award from Executive Director, Jeff Fraser (left) and
Board Chair, Doug Boyd (right).



Objective evidence of achievement in the areas of service delivery, 

Demonstrated commitment on the part of the leadership to 

Enhanced credibility in the eyes of the public and 

Expanded access to new markets, government funding, 

AIRS Accreditation provides:

       resource database, cooperative relationships, disaster preparedness,
       and organizational effectiveness

      meeting the highest standards in the field

       stakeholders

       and foundation grants

The AIRS Accreditation Program is the only credential specifically geared for the
Information and Referral (I&R) sector. It measures a program's compliance with expected
practices within the field as defined by the AIRS Standards and Quality Indicators for
Professional Information and Referral. There are 27 standards, covering every facet of an
I&R operation.

In 2016, 211 Nova Scotia completed its first accreditation process, which is valid for a five-
year period. Throughout 2021, the entire team was engaged in the re-accreditation
process.

All organizations that are seeking accreditation or re-accreditation need to complete the
following core elements.

1. A consultative review of policies and procedures.
2. An online community survey of organizations within the resource database. 
3. An online resource database review.
4. A call review testing of the direct service, involving a series of 10 calls. 
5. A virtual onsite review. (This is only conducted once the above four elements are completed).
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AIRS Accreditation

http://www.airs.org/standards


211 Nova Scotia is entrusted with maintaining the
only comprehensive database of government and
social services, non-profit, and charity community
programs available to people in Nova Scotia. 211
Nova Scotia is committed to sharing the information
in that database with you.

Our information can help you with your immediate
needs. For example, food support, financial support,
health services, legal services, and more. 

CHAIR, Doug Boyd, Strategy Consultant, Retired
VICE CHAIR, Andrea Forbes-Hurley, MBA, CPHR, Partner, Knightsbridge Robertson Surrette
SEC/TREASURER, Safia Rahemtulla, CPA, CA, CIA, Senior Manager, Advisory Services, Ernst
& Young LLP
PROVINCE OF NS, Mary Archibald, Executive Director of Financial Services, Department 

UNITED WAY, Sara Napier, President and CEO, United Way Halifax

Andre Gallant, Planning, Management and Policy Consultant
Jim Gunn, Ph.D., Education Consultant
Sarah MacIntosh-Wiseman, Director, The Shapiro Foundation
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

       of Service Nova Scotia and Internal Services

MEMBERS AT LARGE

2 0 2 1  A N N U A L  R E P O R T  P A G E  1 0

2021 Board of Directors

Data collection

Note: 211 Nova Scotia is unable to fulfill special requests for customized data and information sets for things
such as: Directories, booklets, lists, or school projects or assignments. 

data requests for
non-profit

organizations,
community groups,

and government
consisting of 271
individual data

exports

71

Our information can also help your community service teams make evidence-based
decisions about what people in Nova Scotia need most. For more information, dial 2-1-1 or
email us at info@ns.211.ca



We received a call from a man representing a group of Newfoundland fishermen who were
staying at a motel in a small town on the coast of Nova Scotia awaiting the start of the crab
fishery. They were promised work here in Nova Scotia almost five weeks prior and due to many
reasons, it did not transpire. The man expressed to our Community Resource Navigator (CRN),
that each of them were running out of both money and food, and did not have enough money to
even head back home. Since they didn't have local addresses, the local food bank near them
was unable to help them. The CRN decided to do some advocacy work for the fishermen to see
if there were other organizations who would be able to help them. The CRN contacted Feed
Nova Scotia to see if they would consider providing help to the fishermen and they agreed to
send each man a box of food to help. The CRN then contacted the local MLA and spoke to her
regarding this situation in her constituency who said she would look into providing additional
assistance to the fishermen in need. 

A caller dialled 2-1-1 in tears. His partner had passed away and he had been stricken with grief
for months. He mentioned that he was soon going to be homeless as he could no longer pay for
rent in his apartment—he also was experiencing chronic hip pain. He stated that his mental
health was declining rapidly and he had nowhere left to turn. He had no relatives and no
capacity in his grief to determine next steps on his own. Our Community Resource Navigator
(CRN) talked with him and helped him regain his composure—and also provided him with
helpful resources. Our CRN also contacted the MLA’s office and a local community group who
agreed to work with him. When our CRN followed up with the caller the next day, he sounded
like a different man. He hadn’t realized that there were options that could help him and for the
first time in a long time he felt hopeful.

In 2021, our Community Resource Navigators (CRNs) spoke with 57,708 Nova Scotians
who called 211 Nova Scotia seeking support to meet their unique needs. Our organization
offers a simple solution to a complex problem. The problem is navigating the network of
thousands of community and social services available in our province. In an ideal world,
getting help would be a simple process but in reality, 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 CRNs “go the extra
mile” in enlisting the help of others to ensure  successful outcomes, as illustrated by
these actual success stories from 2021.
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Giving hope

Fishermen's friends

Our impact
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Finance



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

 
 
 

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 240 languages.

211 Nova Scotia gratefully acknowledges its partners and supporters for

helping to make our information and referral service a reality.
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