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Kern County

Staff received a call from a
lady

requesting

assistance

with food. She and her family
(mom, day and 2 children)
were living in a motel and
were having a difficult time.
Staff provided information and
referral on food distribution
sites

and

explained

CalFresh
the

process

applying for CalFresh.

and
for
Staff

also learnt that the children
did not have health insurance
and so provided the caller with

2-1-1 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?

referrals to health insurance
enrollment.

Staff followed-

up with the caller and the
caller indicated that they did
get food; the children were
enrolled in health insurance;
and her CalFresh application
was pending.
Real Calls. Real Help.

• 211 Kern County assisted over 53,272 Kern county residents in 2013 and provided
over 75,000 referrals to community service providers.
• The 211 Kern County resource database includes over 652 agencies and over 1,566
programs.
• 95% of 211 Kern Information & Referral Specialists are bilingual (English/Spanish)
and 211Kern is able to assist callers in over 150 languages through tele-interpretation
services.
• 211 Kern’s new Online Resource Directory has been available since February 2013,
for real-time resource search.  The website address is www.capk.org/211kern
• 7 of our staff are certified Information & Referral Specialists and 1 is certified
Resource Specialist.
• The 211 dialing code has been available to Kern County residents for the past 6
years.
• In California, over 92% of the population is covered, including all counties adjoining
Kern County.
• 211 Kern also schedules appointments for CAPK HEAP program and provides clients
with an update on their application.
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How Did We Perform in 2013?
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 - 7%
5.7% of our callers were surveyed.
Staff answered 53,272 calls
Average Handle time for a call:
3 minutes 10 seconds
• Average time to answer a call: 28 seconds

What did our callers have to say about our service?

We surveyed 5% of our callers in 2013:
•  85.5% of callers found 2-1-1 useful.
•  63% of callers received services from the referrals provided by 2-1-1 Kern.
•  86% of callers indicated they would dial 2-1-1 again if in need of services

How is 2-1-1 Kern helping some of our most vulnerable population
- children 0-5 years?
In 2013 staff provided:
• 487 referrals for health insurance enrollment for children 0-5 years
• 141 referrals to a pre-natal care provider for an expectant mother
• 753 referrals to a family resource center for these expectant mothers.

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

Staff received a call from a
lady looking for information on
health insurance.

She wanted

to purchase health insurance for
her husband who had suffered
a stroke and was no longer
working. Staff provided her with

The results were:
• 82% of callers enrolled their children in a health insurance program
• 70% of expectant mothers enrolled in a health center to receive pre-natal care
• 72% of expectant mothers enrolled in a Family Resource Center

information on Covered CA and

Community Needs

caller indicated that she preferred

2-1-1 Kern collects data on “gaps in services”.  Gaps in service refer to a lack of services to
meet caller’s needs.
• In 2013 “gaps in services” existed for:
• Rental Assistance
• Food
• Clothing
• What were callers most in need of in 2013:
• Food
• Financial Assistance (rent, utility assistance)
• Material goods

the different ways she can access
information about coverage. The

to visit Covered CA website and
take her time choosing the right
coverage.
Real Calls. Real Help.
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Focus Areas in 2013
Advanced Meter Community Outreach and Education (AMCOE)
Project

In collaboration with SoCal Gas, 211 Kern was contracted to provide outreach, education,
information, and referral services on So Cal Gas Advanced Meter Project to 7,400 lowincome SoCalGas households located in targeted Kern County communities. In addition
to education and outreach 211 Kern was also required to conduct follow-up calls on 370
customers to determine if customers did get their meter installed and if they found the
education and outreach provided prior to the installation useful. CAPK-211 Kern exceeded
the project goals with over 15,000 outreach and educations and 393 callers indicated on
the follow-up call that they did have the meter installed at their home.  

California Emerging Technology Fund (CETF)

Staff received a call from an
upset caller who had received
an eviction notice. She explained
that the eviction notice was
handwritten
landlord’s

letter
daughter.

from

the
Staff

provided her with a referral to
GBLA for assistance with her
eviction notice.

In 2013, CAPK – 211 Kern and 211 CA entered into an agreement to work together to
screen and refer members of the public, in particular, low income people and people with
disabilities, to digital literacy training, low-cost computer services, and broadband services
in their community.  In collaboration with Radio Bilingue and the National Hispanic Media
Coalition (NHMC), 211 Kern answers calls referred to 211 by Radio Bilingue and NHMC,
for the purpose of referring callers to digital literacy training, low-cost computers and
broadband services.  

The caller was

very grateful that a service was
available to assist her with the
eviction notice.
Real Calls. Real Help.

On-line Resource Database

On February 11, 2013, 211 Kern launched its on-line 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 2013 there were 9,409 unique visitors to the site and 46,640 searches.

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 2013, 2-1-1 Kern referred 12,770 eligible callers.
During our follow-up survey we ask callers whether or not they enrolled in the program.  Eighty-five percent (85.5%) or
678 of the 793 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, these additional 678 callers who are now receiving CalFresh
would result in $2,107,224 in federal CalFresh benefits per year and $3,771,930
in economic activity for our local economy.  
To find out if you may be eligible for CalFresh please dial 2-1-1.
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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, 2-1-1 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 2013, staff answered 70,612 calls from clients 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 dial 211 or call 661-3365203 or visit the Green Energy Program website at:
www.capk.org to download an application.

Outreach

Staff received a call from a
woman in need of counseling.
Staff asked if there was any
abuse and the caller stated
emotional abuse and that her
baby was in danger. Staff offered
a referral to the Alliance Against
Family Violence but the caller
declined the referrals since she
wanted emotional counseling.
Staff offered a “warm transfer”
to the mental health hotline

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. Staff attended
over 50 health and resource fairs and distributed over 15,000 2-1-1 Kern
brochures as well as brochures of partner agencies such as   Calfresh, Lifeline,
SoCalGas, and Ready Kern.  Additionally, many agencies, such as United Way, DHS
and the Fire Department include the caption “call 2-1-1” when promoting our
services and these partnership’s request thousands of 211 brochures for sharing at
their own outreach events.
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

but the caller also refused the
transfer.

After the call ended

staff contacted the mental health
hotline and staff there indicated
that the caller had contacted
them 3 times and hang-up.
Mental health staff indicated they
would try to contact the caller
and 211 staff contacted the local
police department due to the
caller’s comment about her baby

Recent Changes

The 211 Call Center has moved. Our new location
is:
5055 California Avenue, Suite # 210
Bakersfield, CA 93309

being in danger.
Real Calls. Real Help.
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Caller Profile
Ethnicity
Staff received a call from a single
pregnant mother with 2 young
children.

She was in need of

food and winter clothing.

Staff

25,000
20,000
15,000
10,000
5,000

Total

-

determined that the caller was
accessing pre-natal care but was
not enrolled in a Family Resource
Center (FRC).

Staff provided

her with referral to an FRC and

Gender

also referrals for food and winter
clothing.

40,000

Staff conducted a

35,000

follow-up call on this caller and

30,000
25,000

she indicated that she did enroll

20,000

in the FRC and received food

15,000
10,000

and clothing assistance from the

5,000

referrals provided. The caller was

-

satisfied with the services she
received from 211 Kern.
Real Calls. Real Help.

Caller Age
12,000
10,000
8,000
6,000
4,000
2,000
0-13 14-17 18-21 22-24 25-34 35-44 45-54 55-59 60-64 65-74 75-79 80 &
Over
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Female
Male

Caller Profile
Other Caller Demographics
21%
31%
Unduplicated Callers
7%

Monolingual Spanish
Low Income
Have Health Insurance

41%

Income

Staff received a call from a single
AFDC/TANF

4%

Food Stamps/Calfresh

20%

Employed – Full Time

24%

Employed – Part Time
Employed - Other
13%

Migrant Farm Worker

9%
8%
1%
3%

General Assistance

10%

6%
1%

1%
0%

None
Other
Pension
Social Security Income
SSI

mother with 4 children in need of
a car seat for one of her children.
Staff referred her to Shafter
Healthy Start Collaborative FRC
and

the

California

Highway

Patrol. Staff did a follow-up on
this caller and she indicated that
the California Highway Patrol has
signed her up for classes before

Calls by Geographic Region
45000

receiving the car seat. The caller

40000

was very grateful and indicated

35000

she would call 211 again if in

30000

need of services.

25000
20000

Real Calls. Real Help.

15000
10000
5000
0
South Kern

North Kern

East Kern

West Kern

Bakersfield
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Kern County

2-1-1 Kern County is administered by:
Community Action Partnership of Kern (CAPK)
5005 Business Park North, Bakersfield, CA 93309
CAPK is a private 501(c)(3) non-profit.  Tax ID #: 95-2402760
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