BERKS COUNTY
ANNUAL REPORT

January 1, 2024-December 31 , 2024 Get Ccmnect:d. Get Help™ United Way of Berks County

| appreciate 211°s services, you were so nice and helpful to a friend | told to
call for help.-Berks County Resident

2-1-1

9! ,
-, L
4,351 9,606
NEIGHBORS PHONE INTERACTIONS ~ EMAILS/TEXTS/CHATS/SOCIAL JRITAY |14 33 1R

*Website statistics may be a little off due to changes in analytical reporting
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HOUSING UTILITY INDIVIDUAL/FAMILY/  CLOTHING/PERSONAL/
ASSISTANCE ASSISTANCE COMMUNITY SUPPORT ~ HOUSEHOLD NEEDS
TOP UNMET NEEDS”
There are times when a specialist is not able to refer for the inquirer's  Community Shelters/Transitional Housing............... 238
specific need. This may occur when the agencies that provide a Electric Service Payment Assistance.............cccccc....... 106
certain type of assistance are out of funds or when a client is deemed  Rent Payment ASSIStaNCe ...........ccccocvvvvveeceecereeeennenen, 90
ineligible. When a need is recorded as “unmet”, the 211 specialist Homeless Motel Vouchers/Motel Bill Payment............. 51
explores other resources and services that may be of assistance. Automobile Payment Assistance.............cc.ccocovvenienn. 25
DEMOGRAPHICS
GENDER AGE TOP ZIP CODES
Teens | 43 19601 1,085 19608 108
80 20's 6 9602.....707 19508...99
30's . 1067 19604 ....604 19526..... 93
40's | 826 19606......271 19512.........80
h  50's | 625 19605.......186 19560......72
= FEMALE 60's N 457 19611......158 19609 ... n
= OTHER (rznsgender NorBinary, g+ ™ 907 19607......132 1951....... 63

PENNSYLVANIA 211 EAST - 1910 HARRINGTON DRIVE - LANCASTER, PA 17601 - PHONE: 211 « WEB: PA211EAST.ORG




INCOME REPORT HOUSEHOLD SIZE REPORT

o 1Adult = 1Child = 2 or More Adults = 2 or More Children
m Less than $1,250

= §1,250 o $2,000

m $2,001 to $3,250

$3,251t0 $4,500

m $4,501to $5,750

201 602 1230 1,009

= More than §5,750

0

TOP AGENCY REFERRALS
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(031070 ) 2 L= T 1oV TSP 1,521
Pennsylvania Department Of HUM@N SEIVICES .......c.oouiiuiiiiiieieeieee ettt ettt tesaeese e e seeseeneensenseeseeneeseaneeneensennan 1,438
Berks CommuUNity ACTION PrOGIAM........ooui ittt ettt ettt e et ettt et esaeeseeseeeeeseeseense s e aseeneensenseeseeneensaseeneeneensanneeneansennen 1,104
Pennsylvania Public Utility COMMUISSION.........cc.iiiiiiii ittt ettt et e et e et e esaeeaeeseens e seeseeneenseaneeneensenseaneeneensensen 851
Pennsylvania HOUSING FINANCE AGENCY .......cuiiuiiieieieetieeiee ettt ettt et et e e teeae e s e seeseeseenseseeseensensaseeseensensaneeneensenseaneeneensansen 680
Do | =Tl =1 =T o)A T 3 o TSRS 657
Regional HOUSING LEGAI SEIVICES .......cuiiuieiieieeie ettt ettt et et at e e sees e e st e s e s e eaeeneenseseeseeneensaeneeneensaseaneeneensansen 653
HEIPING HAIVEST ...ttt ettt ettt e et e et e st e s e s e e st em e s e e st eaeen s en s e ee e ee e ens e s e es e en s em s e s e en e ensensaneeneensenseaneeneensensen 622

COORDINATED ENTRY INTAKE

211 is a contracted partner for centralized intake for housing and homelessness services in Berks County. Callers are
prescreened for eligibility/referral to the Berks Coalition to End Homelessness. The number of intakes per month are
reflected below.

50
40
30
20
10
0
January  February March April May June July August September October November December
—Number of calls Routed to the Queue: 2,398 —Number of calls Routed to the Queue: 3,452
—Number of calls Answered: 1,602 | Abandoned: 796 —Number of calls Answered: 2,255 | Abandoned: 1,197
—Average speed of answer: 22 minutes | Peak: 35 minutes —Average speed of answer: 12 minutes | Peak: 17 minutes
—Average handle time: 21 minutes —Average handle time: 29 minutes

*Note: This reflects calls received on the Berks queues specifically, however calls may be answered on other lines and after-hours that is not reflected
above.
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