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1.   Please list the objectives of your grant and describe how the project did or did not meet each one.   
 

• Provide a single-point-of-entry for health, housing and human services and handle a minimum 
of 10,400 calls and provide at least 17,600 referrals to a minimum of 2,800 unduplicated Eden 
Area callers. 

o Alameda County 2-1-1 operates 24/7/365 and provides referrals in multiple languages.  
Phone Line Resource Specialists (PLRS) conduct in-depth assessments with callers to 
determine the full breadth of their circumstances, and to gauge their personal skills and 
strengths. The PLRS completes a caller intake and then searches the comprehensive 
resource database to find appropriate services and/or housing referrals for that caller.  
For the calendar year, January 1, 2018 – December 12, 2018, 2-1-1 Alameda County 
handled a total of 10,651 calls from Eden Area callers and offered 18,213 
service/housing referrals, including referrals to 3,781 unduplicated Eden Area callers.  

 
• Specifically for health-care related referral and information, handle a minimum of 1,440 

health care information calls for such needs as substance abuse services, health insurance 
information, mental health evaluation and treatment, dental care, etc. and provide 2,400 
health-related referrals to Eden Area callers.  

o 2-1-1 handled 2,003 mental health/health assistance related calls in 2018 and offered 
2,763 healthcare-related referrals to Eden Area callers.  
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• Participate in at least two health-related fairs in the Eden Area to inform residents about 2-1-1 
o In 2018, staff had a booth or distributed outreach materials to the following locations 

within the Eden Area:  
 Cal State East Bay in Hayward 
 Chabot College Denim Day in Hayward 
 Eden Health District’s “Caring for Our Aging Parents” Resource Fair in San 

Leandro 
 FSS Health & Resource Fair in Hayward 
 Congreso Familiar Information Fair in Hayward 
 Davis Street Health Fair in San Leandro  
 4C’s Children’s Fair in Hayward 
 Castro Valley High School Health & Wellness Career Exploration Day 

All tabling events and fairs attended by EIR staff either had a heath-specific theme or a 
significant component of resources and information provided around health, wellness 
and/or safety.   
 

• Provide at least two other trainings to other Eden I&R staff on health-related programs. 
o In 2018, PLRS staff participated in several in-service presentations related to health care 

including:  
 Community Health Center Network (CHCN) shared information about their 

services targeting underserved communities. CHCN Specialists provide services 
for Medi-Cal recipients only and also assist applicants with applying for Medi-
Cal. Site locations include Tiburcio Vasquez Health Center serving Hayward and 
San Leandro residents.  

 Roots Community Health Center provided an overview of services to help 
improve the status of health to East Bay residents.  These services include, but 
are not limited to: assisting with public benefits enrollment, such as Medi-Cal; 
primary and preventive pediatric and adult care; vaccinations; WIC referrals; 
substance abuse resources; smoking cessation; and Street Team Outreach 
Medical Program (STOMP).  

 Family Path in Hayward provided information about their 24-hour parent 
support hotline.  They offer emotional support to anyone caring for children in 
Alameda County.  Their mental health services range from individual and group 
therapy to parenting and yoga classes.  

 Alameda County Care Connect provided an overview of public benefits 
including Medi-Cal, SSI, CalWorks, and CalFresh program explanations and 
eligibility criteria. 



  
 
 
 
2. What measurable outcomes did you achieve with this project? Please list the outcomes described in 
your proposal and explain how you did or did not meet each of those, and explain any additional 
outcomes you may have achieved. 

 
• Provide a single-point-of-entry for health, housing and human services and handle of a minimum 

of 10,400 calls and provide at least 17,600 referrals to a minimum of 2,800 unduplicated Eden 
Area callers.  We have exceeded this objective for CY18. 

 
• Specifically for health-care related referral and information, handle a minimum of 1,440 health 

care information calls for such needs as substance abuse services, health insurance information, 
mental health evaluation and treatment, dental care, etc. and provide 2,400 health-related 
referrals to Eden Area callers. We have exceeded this objective for CY18. 
 

• Participate in at least two health-related fairs in the Eden Area to inform residents about 2-1-1.  
We have exceeded this objective for CY18. 
 

• Provide at least two other trainings to other Eden I&R staff on health-related programs.   
We have exceeded this objective for CY18. 

 

3. If not included in response to question #2, please report: 

a) Number of individuals served with the Eden Health District funds (see question #1 & 2) 

b) Specific geographic areas or neighborhoods served with the Eden Health District funds.  
Data available by those who elected to provide information and includes calls from Castro Valley, 

Hayward, San Leandro, San Lorenzo, and the unincorporated areas of Ashland, Cherryland and Fairview. 
 

94541:  686 callers          94542:  56 callers       94578:  397 callers 
 
4. Describe any problems you encountered, any unexpected benefits you gained and lessons you 
learned during this project. 
 
Eden I&R/211 Alameda County was selected to serve as the countywide call center for Alameda 
County’s Coordinated Entry System (CES) and in November 2017, launched its initial phase.  CES is a 
new system by which homeless individuals and families are assessed and prioritized based on HUD 
criteria, and then assisted with housing needs in a coordinated manner by multiple agencies 
throughout the county. 2-1-1 is the point of entry for many struggling with homelessness and our 
staff screens callers for CES eligibility, conducts housing problem solving and provides appropriate 
referrals and transfers to the county's Housing Resource Centers throughout Alameda County.   



  
 
 
 
With one year of CES under our belt, we are still adjusting to the changes that this has brought to 
the county. Phone Line Resource Specialists continue to adapt to this new process and the increase 
in frustrated callers who are fed up with the lack of available housing and shelter beds in Alameda 
County.   
 
Since the housing crisis continues to be a daily conversation with front-line staff as well as the 
community in general, the need for more affordable housing is well known in Alameda County and 
beyond.  Our housing department works tirelessly to ensure that our housing database is valid and 
up-to-date. As a result, we have over 75,000 total units in our database, which includes subsidized 
housing, low-income housing, transitional housing, and market rate rental housing.   
 
Furthermore, Eden I&R is committed to creating a healthier Alameda County.  In addition to our 
existing work with Eden Health District, we have partnered with Alameda County Public Health 
Department and its Tobacco Control Program.  We will provide outreach and information on 
smoking cessation programs, tobacco control issues, and help promote a smoke-free environment 
through referrals, messaging, and other social media.   As a result of our work with the Public 
Health Department, we hope to see more restrictions on the sale of candy-flavored tobacco 
products in Alameda County, more smoke-free multi-unit housing for low-income residents, and an 
increase in smoking cessation among our callers. 
 
5. Would you make any changes if you were to do this project again? Please explain. 
 

Staff receive on-going training to learn new procedures and to understand the technology 
better.  On-going communication with PLRS help to ensure that all calls are being counted 
appropriately and that proper referrals are being utilized.  To further enhance our technology and 
complement our cloud-based database system, iCarol, Eden I&R added a new cloud-based phone 
system, VOIP.  This step forward provides better accountability and data tracking as well as adds 
value to our disaster response role, as our phones can be answered from anywhere should our 
physical call center be damaged.  One change that will help with staff training and customer support 
is to develop a formal call monitoring process that will better help our managers utilize call 
recordings as training tools for staff.  With the new phone system, we have the capability of 
recording calls and monitoring them for quality assurance and training purposes.   

 
 
6. What are your plans for continuing this project in the future? 
 
Eden I&R is continuously marketing and growing its product by upgrading its technology and making 
improvements in order to reach the most vulnerable populations.  Currently, 2-1-1 only has the 
capability to send information and referrals to the consumer via text after a conversation has taken 
place on the phone line.  Planned enhancements will include the ability for live 2-way text messaging 
with callers.  New two-way texting and chat functions will allow 2-1-1 to better serve the speech 



  
 
 
 
impaired, deaf, hard of hearing community, and to more safely and discreetly support victims of 
domestic violence and abuse.   
 
As in many industries, two-way texting is critical to providing the best possible service to our clients. The 
service can also reduce staff time and decrease call wait time. While phone call support requires a one-
to-one staff to client ratio, chat and texting has demonstrated instances in which a single staff member 
can manage five or more sessions simultaneously. Even during a disaster, live texting can send critical 
information in seconds when someone opts-in to receive pertinent shelter, water, and food pantry 
information.   
 
7. Is there anything else you would like the Eden Health District to know about your project? 
 
The following are Eden Area call examples handled by a 2-1-1 PLRS during the reporting period: 
 
~A single father called from Hayward seeking holiday food baskets and toy giveaways. He had just 
gained custody of his young son and wanted to make sure he had enough resources for the upcoming 
holidays. 2-1-1 gave the caller a referral to The Salvation Army’s Holiday Basket distribution and the 
Food Helpline through the Alameda County Community Food Bank and explained their requirements for 
registration.  

~A family of 4 residing in Hayward called seeking legal assistance because of a pending eviction. They 
were asked to leave their unit due to non-payment of rent. The father lost his employment after a brief 
illness and the mother’s income was not enough to cover the household bills. They knew if an eviction 
was on their rental record, it would be difficult for them to find another unit in the area. 2-1-1 referred 
the family to several low-income housing waitlists in Alameda County and also provided the family with 
referrals for Echo Housing, which may provide mediation services between the family and the landlord; 
Community Resources for Independent Living (CRIL), which provides various resources to those who are 
elderly or disabled; and the Garden Street Family shelter.   

We were also mentioned in the East Bay Times on 12/25/2018 as another example of 2-1-1 helping 
those who are most in need.  Visit https://www.eastbaytimes.com/2018/12/25/share-the-spirit-mother-
and-family-find-new-home-in-hayward/?fbclid=IwAR0UnpEVDmcFa6NXxqPcE85ieZl324c0IQznqSA4ldG 
8m57vat1RKK5eQKs  to read more.  

As always, we greatly appreciate Eden Health District’s continued support for 2-1-1 Alameda County and 
value our lasting partnership.  Happy New Year!  
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Financial Report 

Please see below the breakdown of all grant expenditures up to the end of this reporting period and 
specifying the use of Eden Health District funds: 

 
 
 

   

 

EDEN I&R, INC. 
Eden Health District Grant Expenditures 

For the period, January 1, 2018 to December 28, 2018 

  
  
  

Personnel Expense  
Salaries and Wages $             13,241 
Taxes and Benefits 2,833 

Total Personnel 16,074 

  
Operating Expense  

Insurance 414 
Bldg Lease  2,070 
Utilities 1,442 

Total Operating Expense 3,926 

  
Total Expenses $             20,000 

 

 
   
   
   
   
   
 
 
 

 
 

 


