EDEN I & R, Inc.
2-1-1 Alameda County Monthly Narrative Report: October 2012
Noteworthy Updates
During the month of October 9,107 calls were handled by 2-1-1 Resource Specialists and 15,901 health, housing and human
service referrals were distributed. Of the unduplicated callers, 80% were female, 34% were single headed households with
minor children, and 40% were disabled. The call examples below show the breath and depth of calls handled. Additional
people are also relying on Eden I&R's online health and human services resource directory since this month it received 99,032
hits from 11,124 visitors.
This month Eden I&R was fortunate to have hired a new Deputy Director, Alison DeJung, who will be a strong advocate and
leader for 2-1-1 Alameda County.
The agency participated in a variety of disaster preparedness related activities this month including: an Emergency Volunteer
Center exercise, and participation in the Great Shakeout earthquake drill during which the staff practiced the agency's internal
Incident Command System (ICS). Also, to coincide with the Executive Director's participation in this year's Urban Shield
exercises, all agency staff were drilled on basic emergency preparedness concepts. In addition, several staff members took
part in an agency CPR training that was facilitated by our very own Ollie Arnold. In an emergency, these skills will help us help
others.

~ A Hayward resident recently released from prison and with very limited income from self-employment
called seeking information on housing. The caller had a history of substance abuse. The caller was referred
to Images on the Rise, Alpha Omega Foundation, Phatt Chance, Turner’s Clean Start, Jordan’s House,
Urojas Community Services, and Tranquility House for transitional housing that assists the re-entry
population.
~ A Union City resident who is a single parent of two young children dependent solely on child support and
living with family, called for job leads and childcare information. The caller was referred to the Fremont
Family Resource Center, Kidango, Child Care Links and 4 C’s. In addition, the caller was provided
information on job openings and job fairs received from agency partners throughout Alameda County. The
caller was pre-screened for CalFresh and was referred to Alameda County Social Services to apply for food
and Medi-Cal benefits.

Call Examples

~A San Leandro resident who was a Vietnamese-speaking single parent of one teen and one adult child, on
Section 8 and with a full time low paying job called 2-1-1 seeking information on how to deal with a medical
bill she had received following a recent surgical procedure. The caller had Medi-Cal. The 2-1-1 Resource
Specialist suggested that the caller contact the hospital to ask if they had billed Medi-Cal and also referred
the caller to the Medi-Cal office to better understand her existing Medi-Cal coverage.
~ An Oakland resident called for information on health-related referrals. The caller was a single male with
multiple physical and mental disabilities, who was “battling cancer”. The caller stated he had a current MediCal application that was pending and also that he had been denied Medi-Cal in his past on more than one
occasion. The caller sought information on clinics that assist the uninsured, and was provided referrals to
Alta Bates Summit Medical Center MCEPS Cancer Program and to Highland Hospital. The caller
mentioned that he had frequent thoughts of suicide and after asking after his immediate safety, the caller
was referred to Earth Circles Counseling Center and ACBHCS Crisis Response Program. The caller was
also screened and referred to the CalFresh Program.
~ Tri-City Health Center in Fremont called on behalf of two HIV+ single patients in need of shelter. Referrals
were provided for Berkeley Food & Housing and City Team Ministries.
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Call Examples

~ A Berkeley resident who is a single, disabled parent to three children, one of whom is also disabled,
residing in low income housing called for rent and utility assistance. The caller was referred to The City of
Berkeley Housing Retention Program, Season of Sharing, Operation Dignity and Catholic Charities for rent.
For assistance with the utility bill, the caller was referred to Relief for Energy Assistance Through
Community Help (REACH) and Home Energy Assistance Program (HEAP). The caller was asked if she
required assistance with food resources and since the caller indicated she did referrals were provided to the
Berkeley Food Pantry, Telegraph Community Center, St. Vincent De Paul Visitation Center and the
Alameda County Community Food Bank. For additional income support, the client was referred to the
Homeless Action Center for assistance in applying for SSI benefits.
~ A resident of Dublin, a single parent recently separated from her spouse, called for information on a
lawyer referral service. The caller was referred to the Alameda County Bar Association and Centro Legal
de la Raza.
~ A resident of Pleasanton called for legal referrals. The caller is part of a two parent family with two
children and where one of the parents is disabled. The caller was on CalWorks. The caller was referred to
the Alameda County Bar Association and Money Management International for bankruptcy counseling and
assistance. The caller called a second time in October and was referred to The Tenants Together Hotline,
Centro Legal de la Raza, ECHO Housing, and Bay Area Legal Aid for tenant rights counseling to fight an
eviction from a foreclosed rental unit.
~ “I just want to let you know that we love your 2-1-1 service. I just got off the phone with your operator. She
gave me all kinds of information about the eviction process I am currently going through…she was so
helpful and she was such a great relief from the stress I have been going through.”

~ “I called 2-1-1 twice and I got excellent service both times… I think you are a great organization and I
appreciate you. I think your people are educated, and they are very helpful…thank you.”
Caller Feedback
~ “I just want to give you some positive feedback for your employee. She was helpful and she gave me a lot
of information for my clients…good service and information which I had been looking for… for some time, I
really appreciate your services on the whole.”
~ “I just want to let you know that I received really good referrals from 2-1-1. I needed food for my cat, 2-1-1
assisted me. I was able to get food for him. I want to tell you that your services are very valuable and thank
you so much.”
Public Health Clearinghouse In-Service Presentation
Staff Inservice Bay Area Rescue Mission In-Service Presentation
Training Sessions Building Opportunity for Self-Sufficiency (BOSS) In-Service Presentation
Building Futures with Women and Children In-Service Presentation

Resource Information And Technology Updates
~ One (1) agency was added in the services database this month.
Services Database ~ The services database contains 1,100 agencies and 2,827 programs.
~ The process of updating the 599 "Directory" agencies is completed.
~ The Housing Database contains 77,371 total housing units.
~ 447 new units were added to the Housing database this month.
Housing Database
~ Housing Subscriptions (mail, PDF & OHIP) with the inventory of available units in Alameda County were
sent to Community Based Organizations in Alameda County and San Francisco County.
~ Eden I&R's health and human services data is provided free through the agency's public accessible
Online Services
websites at www.edenir.org, www.211alamedacounty.org, and www.alamedaco.info. This month the onWebsite
line directory received 99,032 hits from 11,124 visitors.
~ Staff performed routine software and hardware maintenance, updated the agency web site, and provided
updated services data for the Online Service Directory.
Technology
~ Planning for the necessary changes to track call length information in the 2-1-1 Client database
continued. Projected completion of these changes is set for December 1, 2012.
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Technology

~ Existing servers were migrated to a new virtual server to reduce hardware and maintenance cost as well
as replace older, less reliable systems. The migration of the agency's domain controller, accounting server,
file server, and FileMaker database server have been completed. The agency's phone systems will be
moved to the new virtual server in November completing the system-wide server upgrade.
~ Staff continued to work with a volunteer from California State University East Bay to update and add new
functionality to the agency's website at www.edenir.org. The new site is expected to be launched December
1.

Meetings

Outreach/Public Information Activities
~ The Deputy Director and 2-1-1 Program Manager represented Eden I&R at the Alameda County Social
Services Agency Emergency Shelter and Food Agency Meeting held in Oakland. Representatives from
various social service agencies throughout Alameda County brainstormed ways to best work together and
leverage opportunities. Chet Hewitt, President and CEO of Sierra Health Foundation, also made a
presentation on how to access foundation funding in the new economy.
~ Thanks to the Alameda County Sheriff, the Executive Director participated in the multi-day Urban Shield
activities again this year that started on October 26th. SWAT teams from throughout the world (including
Egypt this year) competed in a variety of drills held around the Bay Area. These teams were evaluated on
such diverse situations as how they handled hostage situations in planes and trains; how they rappelled
down buildings; and how they coordinated with Emergency Medical Tech teams during and after an
assassination attempt of a foreign diplomat. This four-day event is a terrific opportunity for networking and
educating first responders about 2-1-1, as well as how nonprofit agencies work in concert with government
departments during emergency situations.
~ The Executive Director continued to attend multiple meetings related to the realignment of the criminal
justice re-entry services programs here in Alameda County. A very comprehensive re-entry related survey
was also completed by the agency for use by the Probation Department and their partners.
~ Agency staff are working with 2-1-1 California to promote a new California Emerging Technology Fund
(CETF) grant that would further assist low-income residents in receiving free or low-cost computers and
internet access. This, in turn, would assist our callers in finding jobs, training programs and other resources.
~ Management staff met with the Executive Director of the San Francisco Volunteer Center who is leading
a CalEMA statewide project related to volunteer responses during disasters. Because Alameda County
does not have a Volunteer Center located in this county, the project manager interviewed Eden I&R staff
about the agency's capabilities related to volunteer coordination before, during and after a disaster.
~ In preparation for, and in recognition of, Domestic Violence month, the District Attorney's office requested
data about Domestic Violence related 2-1-1 calls. Statistics and anecdotes were provided.
~ The Executive Director attended the monthly Bay Area 2-1-1 Partnership meeting during which multiple
topics were discussed including a recap of the 211 Summit and CAIRS conference, statewide coordination
of consistent data, and changes to the San Francisco and Silicon Valley 211 centers.

~ Representatives from Fremont Bank visited the agency and viewed 2-1-1 in action. As a result, the
agency will be receiving a $10,000 contribution from the local bank in recognition of the breadth and depth
of our services.
~ Staff attended and distributed 2-1-1 outreach materials at the Alameda County Resource Guide event in
San Leandro. This event was for nutrition and health workers to learn about community resources. Staff
also attended and distributed material at the Ashland Cherryland Together Neighborhood Street Party in
Hayward. This event was sponsored by CommPre with a goal of building a strong coalition to promote
Fairs/Events/ and
healthy communities an lead efforts to reduce substance abuse among youth. In addition, staff distributed
Outreach
material at Hayward Promise Neighborhood's resource event at Harder Elementary School in Hayward.
~ Staff attended the Dublin Senior Fair and distributed outreach materials to seniors, care givers, adult
children of seniors and their family and friends.
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~ The Development/Marketing Officer made a presentation about 2-1-1 to the East Bay Coast Guard
Auxiliary Flotilla in Alameda and gave out outreach materials. He also participated in and distributed 2-1-1
materials at Berkeley City College Health Fair, CareMore Care Center's Grand Opening Celebration and
Health Fair in Pleasanton, the Annual Mental Health Consumer and Family Job & Academic Resource Fair
at the Alameda County Training & Education Center in Oakland, the Make A Difference for Pleasanton
Festival, and Chabot College Student Health Center's Health Fair.
~ The Housing Outreach Coordinator conducted in-service training sessions for Cal State East Bay Nursing
students and St. Vincent de Paul staff in Oakland and provided them with 2-1-1 Outreach materials. She
also participated in and distributed materials at the Community Integrated Work Program in Hayward.
~ Housing Outreach staff participated in the Rental Housing Association Trade Show for Southern Alameda
County.
Fairs/Events/ and ~ 1,000 2-1-1 mini-cards were provided to the Alameda County Juvenile Justice Re-entry Partnership.
~ The entire agency staff participated in the statewide California ShakeOut earthquake drill on October
Outreach
18th. In addition to each person protecting themselves during the "quake" itself, we performed drill activities
such as: making sure that each employee had a "go-kit" with personal emergency supplies; and staff did a
tabletop exercise and practiced dividing up responsibilities according to SIMS.
~ On 10/25 the City of Oakland activated its Emergency Operations Center and requested that 211 be
present to relay possible information to the public about planned, and possibly unplanned, Occupy Oakland
events. The Executive Director and the Housing Outreach Coordinator split the 12 hour EOC activation
timeframe. Thankfully most of the day and evening were peaceful.
~ The Executive Director and the Roving Supervisor attended EveryOne Home's movie event at the
Piedmont Theater in Oakland. The theater was packed with enthusiastic supporters of the prevent &
eliminate homelessness work that EveryOne Home staff do everyday.
~ 2-1-1 Marketing Materials were provided to the Livermore Multi-Service Center, Abode Services in
Fremont, and City of Hayward's Domestic Violence Prevention Month Community event.
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