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Staff received a call from a
single mother of two in need
of formula for her baby. The
caller’s main source of income
was Calfresh and her cash
assistance was still pending.
She was referred to the
Salvation Army, and to the
Hope Center for baby formula.
Staff also informed the caller
that both of these agencies
have food baskets.
Real Calls. Real Help.

2-1-1 Kern County is a free phone number and online database that connects
Californians quickly and effectively to existing health and human service programs,
joblessness support and disaster response information in their communities. It is
available 24 hours a day, 7 days a week and in 150 different languages.

Did you know?
• 211 Kern County assisted over 49,000 Kern county residents in 2012 and
provided close 80,000  referrals to community service providers.
• The 211 Kern County resource database includes over 650 agencies and
over 1,550 programs.
• 100% of 211 Kern Information & Referral Specialists are bilingual (English/
Spanish) and 211 is able to assist callers in over 150 languages through
tele-interpretation services.  
• 3 of our staff are certified Information & Referral Specialists.
• The 211 dialing code has been available to
Kern County residents for the past 5 years.
• 211 service is available nationwide and
is accessible to over 80% of the U.S.
population.
• In California, almost 92% of the population
is covered, including all counties adjoining
Kern County.
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How Did We Perform in 2012?
Service Goals/Outcomes

• Abandonment Rate of 15% or less.  
The Abandonment Rate refers to
the number of callers who hang-up
before the call is answered by one of
our Information & Referral Specialists.

• Survey at least 5% of callers.

How did we do?
•
•
•
•
•

Abandonment Rate - 9%
5% of our callers were surveyed.
Staff answered 49,283 calls
Average Handle time for a call ____
Average time to answer a call ____

What did our callers have to say
about our service?

We surveyed 5% of our callers in 2012:
•  83% of callers found 211 useful.
•  75% of callers received services from
the referrals provided by 211 Kern.
•  94% of callers indicated they would
dial 211 again if in need of services

How is 211 Kern helping some of
our most vulnerable population children 0-5 years?
In 2012 staff provided:
• 509 referrals for health insurance
enrollment for children 0- 5 years
• 111 referrals to a pre-natal care
provider for an expectant mother
• 731 referrals to a family resource
center for these expectant mothers.

Staff surveyed 100% of callers
who were provided these
referrals.

The results were:
• 71.5% of callers enrolled their
children in a health insurance
program
• 58% of expectant mothers enrolled
in a health center to receive pre-natal
care
• 60% of expectant mothers enrolled
in a Family Resource Centers

Community Needs
211 Kern collects data on “gaps in services”
where a lack of services to meet caller’s
needs.
• In 2012 “gaps in services” existed for:
• Food
• Rental Assistance
• Clothing
• What were callers most in need of in
2012?
• Food
• Financial Assistance (rent, utility assistance)
• Material goods

How Does the Community Use
this Data?

CAPK, the second largest non-profit in the
county, uses this data when conducting
Community Assessment reports every
2 – 3 years.  In addition to the 211 data
CAPK also uses the following methods/
data when conducting its Community
Assessments:
 Community surveys
 Census data

Staff received a call from a man
in need of food assistance. He
has a wife and four children
and had just been laid off from
his job. He had already filed for

The data is shared with service providers or
other agencies when requested.

unemployment but it was still

Data is shared at Public meetings – the
Kern Council of Governments is updating
the Coordinated Public Transit – Human
Services Transportation plan for Kern
County.  The plan targets older adults,
persons with disabilities and individuals of
low income.  Staff attended one of these
meetings and shared data 211 collects on
the transportation needs of these target
groups.

3 referrals for food assistance.

pending. Staff provided him with

Staff also asked if the caller
had applied for CalFresh. The
caller had not so staff provided a
referral for CalFresh enrollment.

If you would like to learn more about the
data we collect and/or about the needs
(met and unmet) in your community please
contact us at 661-395-2497 or send us an
e-mail at 211kern@capk.org.

Real Calls. Real Help.
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Focus Areas in 2012
Online Resource
Database

Staff received a call from an
older lady asking for food
resources. She was on social
security but it was not enough
to cover all her basic expenses.

On February 11, 2013, 211 Kern
launched its online resource
database.  Residents now have the
option to dial 211 for assistance or
log on to our on-line database and
search for resources on their own.  
The site can be accessed at the
following address:
www.capk.org/211Kern.
Visitors to the site can type in
their need (food, utility assistance,
child care, job training) in the box
next to “search services”, their zip
code and then click the “search
services” button.  If visitors do not
type in their zip code they will be
provided with resources throughout Kern
County.  The zip code narrows the search to
resources in a particular zip code.    
In February there were 581 visitors to the

site and 2,799 searches. In March we had
599 visitors and 3,530 searches & in April
we had 713 Visitors and 3,854 searches.

Staff gave her food resource
closest to her area and also
asked about the other persons
living with her. She shared that
her son was living with her and
that he was a veteran with no
source of income or assistance.
Based on this information
staff ask if she had applied for
Calfresh and the caller had
not. Staff provided a referral
to CalFresh and also provided
a referral to an agency that
provided financial and food
assistance to veterans.
Real Calls. Real Help.

CalFresh

2-1-1 Kern participates in the CalFresh
(formerly known as Food Stamps) outreach
program. Callers are screened through a
series of questions to determine CalFresh
eligibility and eligible callers are referred to
their local Department of Human Services
office and
encouraged
to apply for
CalFresh
assistance.
In 2012, 2-1-1 Kern referred 12,290 eligible
callers. During our follow-up survey we ask
callers whether or not they enrolled in the
program.  Eighty-five percent (85%) or 364
of the 426 callers surveyed indicated that
they were enrolled in the program.  
According to the report “Lost Dollars,
Empty Plates 2010”, Calfresh expenditures
generate $1.79 in economic activity. At an
average benefit amount of $259/month,
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these additional 364 callers who are
now receiving CalFresh would result in
$1,131.312 in federal CalFresh benefits per
year and $2,025,048 in economic activity
for our local economy.  
According to the recently released Food
Research and Action Committee “Food
Hardship in America 2012” report, three of
the five metropolitan statistical areas with
the worst levels of food insecurity in the
United States were in California. Bakersfield
ranked #1 as the Hungriest City in the
United States for the second year in a row.
Additionally, the most recent California
Food Policy Advocates Report shows 40.5%
of the Kern population food insecure
ranking Kern at 53 out of 58 California
counties for food insecure households.  
To find out if you may be eligible for
CalFresh please dial 2-1-1.

Disaster/Emergencies

Currently, CAPK is one of many agencies that partners with the Office of Emergency
Services (OES) and the Kern County Fire Department to handle calls during disasters.
During the 2011 fire season, 2-1-1 Kern handled 1,681 disaster calls. The 2012 fire
season was much “quieter” than 2011 and staff only handled 148 calls.  Additionally, 2-11 Kern partners with OES to promote Ready Kern, an emergency notification system that
sends messages via standard voice and text messages to Kern residents and business
owners about emergency situations such as earthquakes, severe weather, fires, floods, or
evacuation of buildings or neighborhoods.
To register for the ReadyKern please visit www.kerncountyfire.org.  If you do not have
access to a computer and internet services please dial 211.  Staff will collect your contact
information and an application will be mailed to you.

Energy/Weatherization Services

2-1-1 Kern handles calls and schedule appointments
for the Low-Income Home Energy Assistance Program
(LIHEAP).  In 2012, staff answered 82,310 calls from
callers wishing to make an appointment for utility assistance; requesting an application
and/or inquiring on the status of their application.  Residents in need of utility assistance
are asked to call 661-336-5203 or visit the Green Energy Program website at www.capk.
org to download an application.

Staff received a call from a lady
looking for assistance in finding
a retirement home for her
elderly mother. She shared she
lived in Los Angeles County and
she couldn’t care for her mother
and needed assistance. After
collecting some demographic
information about the mother
staff searched for housing for
seniors and provided the caller
with a couple of resources. The

Outreach

Outreach is an essential component to the success of the 2-1-1 Kern call center.
2-1-1 has become a household name for many Kern residents. Agencies such as the Kern
County Department of Human Services (DHS), Kern County Homeless Collaborative, and
Kern Cares post the 2-1-1 number logo and telephone information on their websites for
easy access. Strategic sites around the county have 2-1-1 pamphlets in their lobbies to
help spread the word. Additionally, staff is constantly conducting community outreach
efforts as many agencies, such as United Way, DHS and the Fire Department include the
caption “call 2-1-1” when promoting our services.

caller was very appreciative of
the information and stated she
would call them as soon as she
could.
Real Calls. Real Help.

If you would like to learn more about the 211 and/or get some of our brochures please
contact us at 661-395-2497 or send us an e-mail at 211kern@capk.org

Recent Changes

During late 2012, 2-1-1 Kern moved
its Call Center to a new location at the
corner of California Avenue and Mohawk
Street.
You can now find us at:
5055 California Avenue, Suite 210
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Ethnicity
25,000

Staff received a call from a
woman in need of dental care.
Staff provided a referral to a
dental center however the caller

20,000
15,000
10,000
5,000
-

was adamant that they would
not help her since she had no
income and would not be able
to pay for any work done on
her. Staff explained the sliding

Gender

scale option and encouraged

40000
35000

the caller to contact the resource

30000

and get more information. Staff

25000

followed-up with the callers a

Unknown

10000

happily shared that she did

5000
0

qualify for services and that she

1

would be able to get her dental
work completed.
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Male

15000

few days later and the caller

Real Calls. Real Help.

Female

20000

Caller Age
10000
9000
8000
7000
6000
5000
4000
3000
2000
1000
0

Unduplicated Callers
(New)

52%

55%

Monolingual Spanish
Low Income

13%

Have Health Insurance

76%

SSI
2%

13%

1%

AFDC/TANF

22%

Employed – Full Time

5%

Food Stamps/Calfresh

5%

Social Security Income
Unemployment Benefits

8%

19%

Other
Migrant Farm Worker

11%

Pension

15%

None

Staff received a call from an
adult couple who had recently
moved into Bakersfield.
They were in need of a
stove, refrigerator, and
other household items and
appliances. The caller also
explained that their income
was low since one of them

40,000

receives SSI and the other was

35,000

unemployed. Staff provided

30,000

a referral to a local agency

25,000

that assists with household

20,000

appliances and also provided a

15,000

referral to CalFresh.

10,000

Real Calls. Real Help.

5,000
South Kern North Kern East Kern

West Kern Bakersfield

Others
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Kern County

2-1-1 Kern County is administered by:
Community Action Partnership of Kern (CAPK)
300 19th Street, Bakersfield, CA  93301
CAPK is a private 501(c)(3) non-profit.  Tax ID #: 95-2402760
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