EDEN I & R, Inc.
2-1-1 Alameda County Monthly Narrative Report: May 2014
Noteworthy Updates
During the month of May, 8,725 calls were handled by 2-1-1 Resource Specialists and 13,135 health, housing and human
service referrals were provided. Of the unduplicated callers, 80% were female, 32% were single-headed households with minor
children, and 43% had disabilities. The call examples below show the breadth and depth of calls handled. Additional people
are also relying on Eden I&R's online health and human service resource directory; in May it received 150,475 hits from 15,084
visitors. Traffic to our website continues to increase. There was a 41% increase and a 39% increase in the number of hits and
visitors, respectively, in May of this year versus May 2013.
May 9-18 was East Bay Housing Organizations' (EBHO) Affordable Housing Week, an annual celebration of the benefits
that affordable homes bring to our people and communities. EBHO and its members sponsored 20 events throughout Alameda
and Contra Costa counties that call attention to the housing crisis and spotlight solutions. Thousands of people have attended
Affordable Housing Week events for the past 17 years. As part of the week, Eden I&R and the Oakland Housing Authority cosponsored the 6th annual Rental Property Owner and Manager Appreciation Day. In recognition of their commitment to provide
affordable housing in the City of Oakland and Alameda County, property owners and managers were provided with resources
on housing and tenant services as well as workshops which included “Fair Housing and Reasonable Accommodation/Violence
Against Women Act”, “How to Deal with Challenging Tenants”, and other “how to” sessions.
Eden I&R would like to recognize two community leaders who left their respective agencies this month after decades of
service. Mark Friedman, the Executive Director of First 5 for 15 years is moving to the Thomas J. Long Foundation as its new
CEO. Mark's financial and professional support of Eden I&R will be missed but we look forward to our continued partnership
with First 5's newly appointed Executive Director, Janis Burger. In addition, Rick Crispino retired from Bonita House after 36
years of dedicated service as the agency's Executive Director. Rick was instrumental in the enormous growth and expansion of
services for the mentally ill locally and statewide. We wish Mark and Rick the very best in all of their future endeavors, and we
look forward to our continued partnerships with First 5 and Bonita House as we continue to mutually assist individuals and
families.

Call Information
~ A single mother of two small children called from Livermore for assistance with financial resources as she
was fleeing a domestic violence situation. The caller shared with the Phone Resource Specialist that she
lived with her father, who provided the only source of income since the father of her kids stopped working,
began abusing alcohol and drugs, and eventually physically abused her. She had had to call the police to
take him to jail. The caller and her father needed rental assistance and the caller needed resources for
child support and custody. She was referred to ECHO Housing for rent, Alameda County Department of
Child Support Services and the Self-Help Center at the Superior Court for child support and custody issues.
For counseling for the abuse, the caller was referred to Tri-Valley Haven and Horizons Family Counseling.
She was also pre-screened and referred to CalFresh.

Call Examples

~ A single male resident of Fremont on court probation called 2-1-1 for assistance with public benefits. The
caller informed 2-1-1 that he had a mental disability and had been on SSI prior to incarceration in 2010.
Since his release, he had re-applied for SSI but had been denied. He was looking for help with the appeals
process. The caller was referred to benefits assistance programs through the Homeless Action Center,
Fremont Family Resource Center, and CRIL.
~ An Oakland resident who was on probation called for job training programs. The caller was referred to
Champion Workforce through St. Vincent de Paul, Cypress Mandela Training Center, America Works,
Goodwill Job Placement Center, The Workforce Collaborative, Rising Sun Energy Center, and Rubicon
Programs, Inc. He called again the same day for homeless shelter and was referred to CityTeam
Ministries, as well as the requested phone number to Adult Probation.
~ A single, homeless senior called from Alameda requesting information on shared housing. The caller
indicated that she did not want shelter. She was referred to the following transitional housing programs:
Alpha Omega, Berkeley Food & Housing Project’s Independent House, and Sweet Haven. The caller was
also offered the 2-1-1 for Contra Costa County for more programs outside of Alameda County, which she
accepted.
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Call Examples

~ A single woman called from Piedmont. She has a criminal history and was residing in a residential drug
treatment facility. She requested referrals for sober living homes that she could move into after her
program ended. She was referred to Options Recovery Service, Life House Recovery Homes, and
Tranquility House Alternatives.
~ A single senior called from Union City for information on where she could learn computer skills and
acquire specialized telephone equipment for her hearing impairment. She was referred to The STRIDE
Center for a free or low-cost computer, the Ruggieri Senior Center for senior classes, and AT&T National
Center for Customers with Disabilities for the telephone equipment.
~ A Dublin resident who is a single mother of four children called for assistance with legal resources
regarding her tenancy. The caller informed the Phone Resource Specialist that her landlord had given her
an eviction notice for lack of payment, but she has all receipts for rent paid. For tenant rights, the caller was
referred to Bay Area Legal Aid and Centro Legal de la Raza. She called 2-1-1 later the same day for rental
payment assistance and food pantries and was referred to Season of Sharing, Operation Dignity, and St.
Vincent de Paul.

~ “I live in San Leandro, and I just wanted to tell you that I use 2-1-1 services often, and you have always
been wonderful. You always provide me with excellent assistance. I was denied Social Security Disability
Insurance twice. Your employee gave me information on benefits assistance programs that can help me
with the SSDI, as well as senior employment and several housing program referrals, that I can start working
Caller Feedback on. I think you guys are wonderful and I just want to say thank you. Your agency should be called an
Agency of Hope, because you have given me hope. Thank you very much for your services.”
~ “I live in Oakland. Your staff helped me get referrals to places. This is the first time I've called and I was
helped by a really good person.”
~ "Thanks to your staff, I was finally able to stabilize my housing situation. Thank you very much."
Staff Inservice
Training
Sessions

~ 2-1-1 Staff Training on Financial Inclusion for Underserved Consumers
~ Centro de Servicios In-Service Presentation
~ 2-1-1 Staff Discussion on Vicarious Trauma and Self-Care Part II

Resource Information And Technology Updates
~Two new agencies were added to the services database this month.
~The services database contains 1,142 agencies and 2,911 programs.
~The process of updating the 473 Non-Directory agencies is almost completed.
~ 321 new units were added to the housing database this month.
Housing
~ Housing Subscriptions (mail, PDF & OHIP) were sent to community-based organizations in Alameda
Database
County and San Francisco County.
~ Eden I&R's health and human services data is provided free through the agency's publicly accessible
Online Services
websites at www.edenir.org and www.211alamedacounty.org, and www.alamedaco.info. This month the
Website
Online Services Directory received 150,475 hits from 15,084 visitors.
~ Changes were made to the database to allow the Phone Resource Specialists to conduct proactive
outreach to callers regarding low-cost broadband services, computer training, and free and low-cost
computer equipment.
~ Server backup processes were updated and a test using SharePoint OneDrive for desktop backup was
Technology
conducted.
~ In conjunction with the Finance Department, upgrade options and version migration options were
evaluated for the current accounting software application.
Services
Database
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Outreach/Public Information Activities
~ The Executive Director represented the family of Ollie Arnold as she was recognized, posthumously, with
the Red Cross’ Community Preparedness Award. There were stories told and tears shed as Ollie’s many
contributions to the Red Cross (and those assisted by them) were shared.
~ The Executive and Deputy Directors met with the Directors of the County Social Services and Healthcare
Services agencies in order to review current services being provided to shared clients as well as the
possibilities of enhanced services based upon prior best practices.
~ Several members of the management team have been meeting with AC Transit regarding two major
projects: the development of a transportation website portal through which seniors and people with
disabilities will find easy access to paratransit information; and a national project, One Call/One Click, in
which the public can gain more efficient means of contacting and accessing transportation services.
~ The agency participated in a San Francisco Foundation disaster e-drill in which emergency test
messages were sent and responded to in a prompt manner. The Foundation is knowledgeable and
supportive of Eden I&R's countywide disaster response efforts.
~ Several members of the management team attended meetings related to Open Referral options including
meeting with Code for America.
~ Several members of the management team met with County Behavorial Health and Bonita House
representatives as we reviewed the CHOICES housing website, and discussed the many ways in which the
website can be improved over the next fiscal year.
~ The Executive Director hosted a tour of the agency for Josh Leonard, East Bay Agency for Children's
Executive Director. Discussions were held about possible future partnerships over and beyond current
cross-referrals.
~ The Executive Director participated in the statewide California Alliance of Information and Referral
Services (CAIRS) monthly conference call during which topics included Open Referral options, CETF lowcost broadband services, CalFresh outreach, the statewide newsletter, and the annual statewide CAIRS
Conference (October 2014) preparations.
Meetings

~ Several staff members have been preparing for the Operation Independence event, hosted by the City of
Hayward and sponsored by the County Public Health Department, which will take place on June 21. Eden
I&R will have a table at the event with 2-1-1 marketing materials as well as two bilingual staff available to
provide direct health, housing and human service referrals to people in attendance at the day long event.
~ The Deputy Director attended Alameda City Council's meeting to update the Council on 2-1-1 service to
the city.
~ The Development/Marketing Officer gave an update about 2-1-1 at the following meetings this month:
Pleasanton City Council, San Leandro City Council, and the Alameda County Housing and Community
Development Commission.
~ The Deputy Director and the Director of Information Technology attended an emergency coordination
meeting at the American Red Cross in Oakland. Discussion revolved around establishing protocols and
procedures for setting up emergency volunteer centers (EVCs) throughout the county in the event of a
disaster.
~ The Deputy Director attended the annual MAA (Medi-Cal Administrative Activities) conference in
Sacramento. This 2.5 day conference, attended by government agencies and community-based
organizations from throughout the state, offers a variety of informational sessions and networking
opportunities for representatives of the various organizations who are involved in the MAA program. MAA
provides for federal reimbursement to entities, including Eden I&R, that conduct outreach to individuals
potentially eligible for Medi-Cal as well as help connect Medi-Cal recipients to Medi-Cal covered services.
~ The Deputy Director attended the NorCal VOAD (Voluntary Organizations Active in Disaster) meeting.
Discussion included an update on the status of the statewide drought and an update on the NorCal VOAD
Emergency Response and Communications Plan. The group also shared memories and stories of Ollie
Arnold and the meeting was adjourned in her memory.
~ The Deputy Director participated in a conference call with Alameda County VOAD. Agenda items
included an update on a recent tabletop exercise and the group's participation in Operation Independence.
Additionally, Vice-Chair Bruce Bird was elected the new Chair, a position that became vacant upon the
untimely passing of Ollie Arnold.
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Meetings

Fairs/Events/
Outreach

~ The Executive and Deputy Directors met with two staff from the County Public Health Department to
discuss next steps on the Public Health Emergency Preparedness Registry, a pilot project to develop a
database of individuals in Alameda County who may need assistance in the event of a local emergency or
disaster.
~ The Information Management Supervisor attended the Senior Resource Open House at the Dublin Senior
Center.
~ The Executive Director and Development/Marketing Director attended Fremont Bank's celebration that
included the donation of $10,000 to 49 organizations (of which Eden I&R was one) as well as $50,000 to a
cancer-related organization. The event was truly a love-fest as Fremont Bank praised the work of the
community and faith-based organizations in attendance, and the agency representatives explained the
ways in which the donations will assist those in need throughout the East Bay.
~ The Executive Director attended the farewell receptions for Rick Crispino, Executive Director of Bonita
House for over three decades, and Mark Friedman, First 5's Executive Director for 15 years. Both men
were praised by elected officials, mutual CBO leaders, and others who had firsthand knowledge of their
contributions to the fields of mental health (in Rick's case) and services for children 0-5 years old (in Mark's
case). They will be missed but their work will be appreciated by the people they served for generations to
come.
~ 2-1-1 outreach materials were distributed this month to: Alameda County Geriatric Assessment and
Response Team and Crisis Response Programs in Oakland; Castro Valley Senior Center; Emeryville
Senior Center; and Alameda County Social Services Eden Self-Sufficiency Office in Hayward.
~ The Development/Marketing Officer distributed 2-1-1 outreach materials to 300 soon-to-be released
inmates at the Federal Correctional Institution in Dublin.
~ The Development/Marketing Officer distributed 2-1-1 outreach materials at the Alameda County-Oakland
Community Action Partnership's Annual March to End Poverty Community Resource Fair at Lake Merritt in
Oakland and the Campbell Village Job Fair in Oakland.
~ The Development/Marketing Officer made 2-1-1 presentations as part of an Emergency Preparedness
Workshop sponsored by the Alameda County Social Service Agency Eastmont Self-Sufficiency Center in
Oakland; at the Castro Valley Senior Center; and for victim advocates at the District Attorney
Victim/Witness Office in Oakland.
~ Staff participated in and distributed 2-1-1 outreach materials at the Cinco de Mayo Celebration cosponsored by County Supervisor Nate Miley; Hayward Area Recreation and Park District; Alameda County
Deputy Sheriff's Activities League; Alameda County Community Development Agency; Public Works
Agency; and Alameda County Fire Department at Ashland Community Center; City of Dublin Senior
Resource Open House and 4C's Annual Children's Fair in Hayward.
~ The AIDS Housing and Information Project (AHIP) Rovers participated in, and distributed 2-1-1 and AHIP
information at, the Asian Pacific Islander HIV Awareness Day in Oakland and at Asian Health Services in
Oakland.

