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What is 2-1-1 Texas?  

• 2-1-1 Texas Information and Referral Texas Network is a 
telephone dialing code assigned by the federal government 
for access to health and human services information and 
referral

• 27 states provide 2-1-1 services for 100% coverage for 
their populations

• Since 2004, 100% of the population in Texas has had 
access to 2-1-1

• This presentation will only focus on the Information & 
Referral portion of the 2-1-1 System
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Map of 2-1-1 Texas 
Service Regions
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25 Area Information Centers

• Support Philosophy of Local Service Delivery 
– Serve Entire Population in Area:

16 areas under 500,000
3 areas between 500,000 and 1million
4 areas between 1 and 2 million
2 areas over 2 million

• Leverage Existing Systems
– Designate Regions and Supporting Entities

11 are United Ways
8 are Council of Governments
6 are Private Non-profits, Community Councils, Local   Workforce 
Boards, or City Entities
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2-1-1 Area Information Center
Roles and Responsibilities 

• Maintains a Comprehensive Regional Database
– Local community service resources (non-profit and critical for-

profit services)
– Federal/State health and human service resources

• Provides Multiple Access Points
– 2-1-1 Texas dialing code (averaging over 150,000 calls a month)
– Print materials (regional and specialized directories)
– Website www.211texas.org (averaging over 60,000 visits a month)

• Provides Aggregate Data 
– Identify needs and gaps in resources
– State/Regional/Local planning
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Behind the 2-1-1 Texas System

•Available 24 hours a day, 365 
Days a Year

•Free & Anonymous 

•Nationally Accredited Agencies 

•Professionally Certified Staff

•Multilingual staff & Hearing 
Impaired Access

•Comprehensive Regional 
Databases to Meet Complex Needs

•Statewide Coordination and 
Standardization 

•Local Support and Control

•System that is Flexible and 
Scalable 
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Veterans’ Services

• Senate Bill 1058 (80th Session, 2007) required    
2-1-1 Texas to provide referrals for reintegration 
services to service members and their families
– Identify available resources and include in database
– Train Area Information Center staff
– Disseminate resource information
– Maintain relationships with local, state and national 

private and government organizations providing 
resources



8

Collect and Maintain 2-1-1 Texas 
Service Related Referral Resources

• Over the past two years, 2-1-1 Texas has worked closely with the 
TexVet Coalition to include 150 support organizations and their 
resources that were not previously in the (www.211texas.org) database

• Each entry includes eligibility criteria, fees if applicable, and details 
such as necessary documentation, disability access and service delivery 
times

• Maintaining an accurate and complete database of services is an 
ongoing commitment of over 60,000 organizations, many with 
multiple service sites
– Over 243 organizations specifically target service members and their 

families

• National Information & Referral Standards require formal annual 
updates on each resource. Dynamic information is updated more often 
to maintain current.
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Veterans Services 
2-1-1 Texas Website Page 

http://www.211texas.org
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Example of Veterans Resources 
Available Through 2-1-1 Texas

• Dallas region – Dallas Vet Center Readjustment 
Counseling Service (Veteran Reintegration Counseling)

• El Paso region – Fort Bliss Fisher House Foundation 
(Families of Military Personnel/Veterans) 

• Ft Worth region – Fleet & Family Support Center/Naval 
Air Station JRB (Military Family Support Services)

• San Antonio region – USO Council of San Antonio Gold 
Star Families Program (Social Services for Military 
Personnel)

• Southeast Texas – Vietnam Veterans of America, Inc. SE 
Chapter 292 (Veteran’s Benefits Counseling)
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Texas Military Family
Access Project

• Texas Resources for Iraq-Afghanistan Deployment 
(TRIAD)
– Permian Basin Foundation funded 6 Area Information Centers 

(AIC) in West Texas Area
– Enabled special military sensitivity training of all AIC staff
– Enabled hiring of Military Outreach Specialist
– Enabled hiring of Call Specialists with enhanced military 

knowledge
– Enable data collection – each caller within the area is asked if they 

are active military, dependent family, or veteran
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Additional Changes

• Automated phone menu recordings for any caller in queue 
features veteran’s services 

• Web based Training for all staff that includes 
– Assessing needs specific to veterans and their families
– Common aftereffects experienced by veterans and their families
– Obstacles facing returning, active, and retired military and their 

families
– Locating resources or providing support services referrals when 

necessary
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Other Enhancements

• Increased number of outreach activities (bill 
boards, flyers, and attendance at military focused 
events)

• Relationships between Area Information Centers 
and other service providers serving this population 
are being fostered and strengthened, resulting in 
more effective referrals
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West Texas Billboard Example



15

Texas Military Family Access Project
(July 2009 – September 2009)

179269160Total

Utility Assistance 
•Rent/Mortgage
•Food

488944September 09

Utility Assistance 
•Rent/Mortgage
•Food

5913263August 09

Utility Assistance 
•Rent/Mortgage
•Food

724853July 09

Top NeedsOther Veterans 
Served

OEF/OIF 
Family 

members 
served

OEF/OIF 
served

Date
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Military Needs/
General Population Needs

• The calls are similar – some callers have major issues related to post-
traumatic stress disorder and traumatic brain injury, but the 
overwhelming majority are comparable to the day-to-day clientele

• The level of need also is dependent upon the status of the caller –
active duty military members may have different needs than a National 
Guard or Reserve service member with repeated on active/off active 
status.  The Guard and Reserve members face greater uncertainty in 
their income streams due to their change in active status.

• The majority of callers to 2-1-1 with military ties are family members 
or veterans, without OEF or OIF direct experience

• Top Needs
– Utility Assistance
– Housing Assistance
– Food Assistance


