EDEN I & R, Inc.
2-1-1 Alameda County Monthly Narrative Report: December 2013
Noteworthy Updates
During the month of December, 7,863 calls were handled by 2-1-1 Resource Specialists and 12,682 health, housing and
human service referrals were provided. Of the unduplicated callers, 81% were female, 36% were single-headed households
with minor children, and 41% 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 December it received
125,204 hits from 12,085 visitors.
2-1-1 provided a variety of services this holiday season to assist low-income individuals and their families. 2-1-1 handled
775 calls requesting information about holiday programs and provided 1,054 referrals. For the City of Berkeley, 2-1-1
registered 224 households (564 children) for the City's Toys for Tots program.
On December 11, Eden I&R, in partnership with the Northern California Community Loan Fund (NCCLF), screened the film
documentary "American Winter" at the New Parkway Theater in Oakland for over 100 community members and leaders.
"American Winter" puts a face on families who have lost their jobs and can’t find work, or who are working full-time and
overtime, yet don’t make enough per hour to pull their families out of poverty. The filmmakers, Joe and Harry Gantz, found the
families for this documentary by listening to calls coming into our sister agency, 2-1-1 Info in Portland. Following the film
screening, Eden I&R Executive Director Barbara Bernstein and NCCLF President Mary A. Rogier participated in a panel
discussion moderated by San Francisco Foundation Education Program Officer Lisa Villareal on the policy issues raised by
the film and a call to action for those in attendance.

Call Information
~ A Spanish speaking Oakland resident called because she and her family had been evicted due to mold
in their apartment. Child Protective Services had become involved. The caller had eight children under
age 10. The family needed food and shelter and had called 2-1-1 on a Saturday. 2-1-1 referred the family
to Alameda County Social Services for Season of Sharing for housing assistance and the Homeless
Assistance Program. For food, the family was referred to The Alameda County Community Food Bank. In
addition over the ensuing week, 2-1-1 advocated for this family with the Society for St. Vincent de Paul
who was able to assist the family with motel accommodation. The family had in the past received
Homeless Assistance from Alameda County Social Services and was no longer eligible for this service,
nor were they eligible for Season of Sharing, as they had used the program three years prior. 2-1-1
encouraged the caller to follow up with SSA, and when the County reviewed this caller’s CalWorks case,
they found the caller was owed $348 in cash payment in addition to her $1000 benefit for December 2013.
They issued a check right away. Since the caller had been helped with a motel stay through the Society for
St. Vincent de Paul, the caller had sufficient money for a rental deposit.

Call Examples

~ A Hayward senior with a disability called because he had not eaten in several days and was without heat
in his home. The caller informed 2-1-1 that his niece was his designated SSI payee but she had failed to
provide him with approximately half of his SSI benefits for the month and there was no food in the home.
In addition he mentioned that the little money he had saved for food had been stolen by his nephew who
resided with him. The caller was referred to the Oakland Catholic Worker for food and City Team
Ministries. The following day the caller was still hungry as he had been unable to access food. He had tried
calling his niece but had been informed by her father that because his daughter’s food stamps had been
reduced, she had no money to give the caller. 2-1-1 assisted the caller file an Adult Protective Services
(APS) report by conferencing the call. An APS worker visited the caller the same day and brought him
food. APS worked with the Social Security Administration to divest the niece of her payee status. 2-1-1
advocated on behalf of the caller with the Society of St. Vincent de Paul who delivered food, three portable
heaters, blankets and pillows.
~ A Fremont resident called because she was behind two months on her rent, had an eviction notice, and
needed rental assistance. The caller had tried several agencies on her own but was unable to find help.
The caller had just graduated from school, had a young child and was living off her financial aid which had
ceased upon her graduation. 2-1-1 referred the caller to Alameda County Social Services for Season of
Sharing. The caller had just located a part-time job. Season of Sharing helped the caller by paying $975
towards one month‘s rent and 2-1-1 also advocated with the Society of St. Vincent de Paul who assisted
with the second month’s rent. The caller called 2-1-1 back and thanked us profusely.
~ A single, self-employed female called from Piedmont for assistance for a utility bill for herself and a
roommate with a disability. The caller was referred to HEAP and REACH. She was also referred for food
to the Telegraph Community Center, Alameda County Community Food Bank, and St. Vincent de Paul
Visitation Center for Women and Children.
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Call Examples

~ A San Leandro resident called on behalf of his son, who was formerly incarcerated and in need of
programs for re-entering society. The caller was referred to the Clean Slate Clinic through East Bay
Community Law Center, and the local ACLU. For employment, the caller was referred to Volunteers of
America Bay Area’s Crew Based Sheltered Employment Program and the Alameda County Human
Resource Services Department’s Re-Entry Pilot Program.
~ An unemployed single mother, living with her mother who is a senior citizen with a disability, called from
Hayward for a Christmas basket and toys. The caller was referred to the Alameda County Food Bank and
CityTeam Ministries.
~ A senior citizen on Section 8 called from Pleasanton for deposit assistance for a new rental unit, and
was referred to ECHO Housing, Catholic Charities, Operation Dignity and Season of Sharing.
~ A single mother of four young children called from Livermore for help paying her PG&E and water bills.
The caller was referred to REACH, EBMUD’s Customer Assistance Program (CAP), and St. Vincent de
Paul Emergency Assistance and Referrals office.
~ A single mother of a young child, and pregnant with a second child, called from Dublin for low-income
rental listings in Oakland, Hayward and San Leandro, near her new job. The caller was referred to
Kenneth A. Henry Court, Santana Apartments, and Ironhorse at Central Station.
~ An Oakland resident called 2-1-1 to thank us for the referrals and assistance she received for housing.
The caller is a wheelchair-bound senior who had called 2-1-1 earlier in the month. The caller had been
very emotional because she had been robbed and everything she had was gone, including her refrigerator
and her bed. The caller was hungry but she had no money. The caller was distraught and requested that 21-1 assist with contacting her SSI payee on her behalf and request that he bring her food. When 2-1-1
called the payee, the payee was upset and said that he would deliver food right away, but at the same time
he was very angry that the caller had contacted 2-1-1. The caller called back to inform 2-1-1 that her
payee had not shown up with food, but a neighbor had brought her food and blankets so that she could
sleep on the floor. 2-1-1 asked the caller if she needed help in reporting her payee, she agreed, and Adult
Protective Services (APS) was contacted. 2-1-1 contacted Meals on Wheels on behalf of the caller and
informed the caller of the process and next steps she needed to take. 2-1-1 helped the caller review the
situation with APS and her payee (who was removed from her case as APS had several past reports
regarding this person) so that the caller fully understood what APS was doing and what her situation was.
The caller was appreciative of 2-1-1’s assistance as she is now working with Center for Independent
Living on permanent housing; she is receiving home-delivered meals from Meals on Wheels; and will be
receiving assistance from Season of Sharing for moving costs as soon as she locates a place.

~ “I am calling from Fremont. And I have made a couple of calls to 2-1-1 and I wanted to thank you for the
resources that you directed me to. They not only came through but came through in a very big way. I
appreciate 2-1-1’s assistance and I appreciate 2-1-1 follow-up, and I truly appreciate your going above and
beyond. The agency that you directed me to, like I said, came through in a very big way and has given me
room to breathe. Thank you for your assistance.”
~ "I live in Dublin, and I just had a very terrific experience with your operator. She has great customer
services skill, she was very patient and informative and guess what, she gave me a lot of places to look for
Caller Feedback a job. And she told me what I was qualified for and what I was not qualified for. We need more of her
around."
~ "I am a Family Navigator at FRN (www.frnoakland.org) who helps families that are referred from
professionals such as physicians from Children Hospital or Highland Hospital to access services like the
Early Intervention Program at Regional Center of East Bay or Special Education in school districts. FRN
also offers free parent support groups, resources, and workshops to educate families on Special
Education and parenting education. I am thrilled to learn that your agency is so responsive. I will continue
to send families who are in need of housing to your agency. Thank you very much."
Staff Inservice ~ Training from CCIA/Turbo Tax for free tax assistance events.
Training
~ Training on Handling Crisis Calls
Sessions
~ Eden I&R Volunteer Appreciation Event
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Resource Information And Technology Updates
~ Six new agencies were added to the services database this month.
~ The Services database contains 1,115 agencies and 2,872 programs.
~ The process of proofreading the 596 agencies in the 2014 Big Blue Book continues.
~ 69 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 125,204 hits from 12,085 visitors.
~ Staff performed routine software and hardware maintenance, updated the agency website, and provided
updated services data for the Online Service Directory.
~ Staff continued work toward improving the agency's backup power capabilities. New batteries were
Technology
purchased and installed in six older Uninterruptable Power Supplies used at workstations in the 2-1-1
phone room. A detailed evaluation of options for a generator that could provide power to one or both
buildings continues and quotes for purchasing and installing such a system have been gathered.
Services
Database

Outreach/Public Information Activities
~ The Executive Director attended the monthly Bay Area 2-1-1 Partnership meeting that was held at the
Santa Rosa 2-1-1 center this month. A tour of the facilities preceded the meeting that focused on
statewide issues related to the 2-1-1 CA Business Plan, CalFresh contracts, CETF contracts, disaster
back-up support and newest best practices.
~ The Executive Director represented Eden I&R at First 5's Commission meeting during which a
presentation was made that focused on the many years of partnership between our two agencies. Barbara
also thanked First 5 for its many years of financial support that helped maintain the records for, and
phoneline staff who assisted, families with children aged 0-5.
~ The Executive Director attended several holiday events that allowed her to thank various supporters of
the agency. Two such events were held at Board of Supervisor Valle's Hayward office and the Eden
Medical Center in Castro Valley.
~ Preliminary meetings were held with Alameda County staff to review the possibility of creating an
Alameda County 2-1-1 Mobile App.
~ The Executive Director attended a variety of meetings related to the formerly incarcerated. One such
meeting was the Community Corrections Partnership's Executive Committee.
~ The Executive Director signed a renewed and extended CalFresh contract so that Eden I&R can
continue its work of advocating for, and assisting with, the enrollment of those needing food assistance via
CalFresh.
Meetings

~ The Housing Outreach Coordinator is working in collaboration with the American Red Cross to develop a
curriculum for rental property owners to prepare their properties and tenants for disaster-related scenarios.
~ The Housing Outreach Coordinator is working in collaboration with the Oakland Housing Authority to
conduct outreach to rental property owners, on a monthly basis, to inform them of the opportunities with
Oakland Housing Authority (OHA) and Eden I&R. Through this outreach property owners throughout the
County are able to list their properties with us at no cost.
~ The Housing Outreach Coordinator attended the Alameda County Emergency Managers Association
meeting representing Eden I&R/2-1-1 Alameda County and the Alameda County VOAD.
As Chairperson, the Housing Outreach Coordinator facilitated the monthly Tri-Valley Housing Scholarship
board meeting.
~ The Housing Outreach Coordinator attended the City of Oakland Emergency Management and Disaster
Preparedness Council meeting.
~ The Deputy Director, 2-1-1 Program Manager, and one of the 2-1-1 Resource Specialists met with Eden
I&R's liaison with Covered California to check in and discuss some issues that have been raised thus far
in the few weeks that the agency's Certified Enrollment Counselors have been meeting with people to
assist them complete and submit applications for health insurance.
~ The Deputy Director met with Donata Nilsen from the Alameda County Public Health Department to
review the 10 registrants that had been contacted by 2-1-1 as part of the pilot Public Health Emergency
Preparedeness Registry project.
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~ 2-1-1 marketing and outreach materials were distributed this month to: Bella Vista Elementary School
and Edna Brewer Middle School in Oakland, Seneca Family of Agencies' Building Blocks, Alameda County
District Attorney's Office, City of Hayward, Rancho Los Positas Elementary School in Livermore, and
Livermore Homeless Refuge.
~ The Housing Outreach Coordinator facilitated an Affordable Housing Workshop for the clientele of
Fairs/Events/and
Center for Independent Living (CIL) in Berkeley.
Outreach
~ The Housing Outreach Coordinator attended a workshop sponsored by the Volunteer Center of the East
Bay to help agencies better manage their volunteers.
~ The Housing Outreach Coordinator facilitated an American Red Cross preparedness class for the
members of the American Automobile Association. She explained the role of 2-1-1 before, during, and
after a disaster.

