
2-1-1 Tampa Bay Cares, Inc.

Presentation

Pinellas County Board of County Commissioners

Micki Thompson
President/CEO

Feb. 6, 2018

1



2-1-1 Tampa Bay Cares, Inc.

Our Mission….

“Create Connections through the power of 
information, innovation and hope.”
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2-1-1 Tampa Bay Cares, Inc.

• Private Non-Profit Organization - 501 (c)3

• 43 Employees – Operating 24/7/365

• Annual budget: $4.6 Million (October 2018)

– 91 cents of every dollar supports direct program 
services for those in need. (FY16-17)

– Admin. Rate: 9% (FY16-17) 

• Located in Clearwater, Florida

• Nation Accreditations:

– Alliance of Information & Referral Services (AIRS)

– American Association of Suicidology (AAS)
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2-1-1 TBC Board of Directors

• Martha Lenderman, Chair
• Sallie Parks, Vice Chair
• Eric Johanson, Treasurer
• Major Bill Hagans, Secretary
• Marion Rich, Immediate Past Chair

Herb Polson Bill Heller
Maria Pepe Bonnie Bollenback
Bob Holm Debbie Fisher
Steven Hoschak Karen Reich
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Funders

Private Donations
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February 2018 Update

• 211 General Overview & Update
• Hurricane Irma

• Adult Emergency Financial Assistance 
Program (AEFAP)

• Rapid Rehousing Fiscal Administration
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General Overview 
2-1-1 Contact Center

• Crisis Intervention and 
Information/Referral (I&R) 
Service

• 24 Hours a Day/7 Days a Week 
/365 Days a Year

• FREE and Confidential Service

• Multilingual Capabilities – 150 
languages

• *For 3-digit blocked access, dial 
727-210-4211
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General Overview 
2-1-1 Contact Center - FY16-17

• 108,227 calls

• 10,604 emails

• 11,557 text messages

• 663 live chats

• 158 other contacts (letters, walk-ins, etc.)

• 91% Satisfaction Rate

• 1,011 Suicide Prevention Calls

• 835 Sexual Assault Related Calls
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General Overview 
2-1-1 Contact Center Metrics

1st Quarter: October 2017 - December 2017

Queue AWT Reduction FY16/17 Q1

• AEFAP 18:36 20 minutes
• FSI 15:16 40 minutes
• 211 - Crisis 2:28 5.5 minutes
• 211 - I&R 12:45 47 minutes

*removed call back feature in September 2017*

* Addition of part time staff *
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Texting for Help

Need Help?  

Text your Zip Code to 
898211

Responses 

24/7
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211 Connects: Online Services Portal

www.211connects.org
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http://www.211connects.org/


211 Connects: There’s an App for that!

• FREE

• Great Tool for People 
Helping Others
– Case Workers

– Church Secretaries

• Entire 211 database of 
Pinellas community 
services in your hand!

• Download today! Android 
and Apple Devices
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211Counts.org
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211Counts.org
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211Counts.org
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2-1-1 Contact Center Services
Hurricane Irma
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2-1-1 Contact Center Services

Hurricane Irma
• 5,322 calls & 9,375 text 

messages handled (inbound)
• 6,179 text users - outbound 

texts
• 91% increase in call volume 

(initial 15 days)
• 60 Volunteers - 220 hours of 

service
• $30,000 in direct client 

assistance - Tampa Bay Disaster 
Relief & Recovery Fund
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2-1-1 Contact Center Services

Adult Emergency Financial Assistance Program 
(AEFAP) - Pinellas

• Adults without minor children

• Overdue rent and utilities (electric, water, gas)

• 200% of FPL (1 person $24,120; 2 people $32,480)

• Must have sustainable income and provide 
documentation.

• Assistance available once per year.

• Program is a “hand up.”
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2-1-1 Contact Center Services

AEFAP LIFT Program - Pinellas

• Assist with deposit assistance in partnership 
with adult shelter providers including Safe 
Harbor, St. Vincent De Paul, Pinellas Hope, 
Salvation Army St. Petersburg, CASA, The 
Haven, Ready for Life, Catholic Charities, HEP, 
RCS, St. Petersburg Free Clinic.

• Adults must be currently in shelter.

• Same eligibility criteria as AEFAP.
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2-1-1 Contact Center Services

AEFAP Program 

• FY16/17 provided $799,556.11 to 778 adult 
households (Ave. $1,015 per adult household)

• FY17-18 (Q1) provided $243,358.10 to 317 adult 
households. (Ave. $768 per adult household)

*average per household decrease due to reduced 
application and administrative fees charged by 
landlords as well as more utility assistance requests
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2-1-1 Contact Center Services
Pinellas Rapid Rehousing Collaborative 

• Partners - Pinellas County Human Services, City of 
St. Petersburg, St. Vincent De Paul, HLB and 211

• 211 serves as the fiscal administrator

• Meetings are weekly for partners

• Partnership began July 2017

• Provided $325,466.73 (96% provided to assist 
homeless families with minor children)

• Ended homeless for 217 adults & children (2/1/2018)
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Thank you!
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Micki Thompson, President/CEO
2-1-1 Tampa Bay Cares, Inc.

www.211tampabay.org
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