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The PSC awarded United Way of the Midlands $1.275 million (41% of the $3.1 million in operating expenses) 

to support the statewide 211 Helpline. 

 

  

211 Impact 

➢ 275,000 total contacts from July 2023 to June 2024 

➢ Over 106,000 calls, texts, and website interactions specific to 

Nebraska during this funding period 

➢ Top need categories were housing, utility assistance, income 

support, food and individual/family/community support (see 

chart) 

➢ Callers have maintained high financial assistances needs in the 

1.5 years since the emergency rental assistance program (ERAP) 

ended 
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Trends, Updates and Partners 

➢ The 211 Dashboard was updated to increase user accessibility. 

Features were added aiding community partners to better utilize 

the community information available on the Dashboard. The 211 

app is in the process of being updated.  

 

➢ Other funders in this public-private partnership included United 

Way Worldwide, CyncHealth, Childrens’ Hospital, the Nebraska 

Crime Commission, Common Spirit Health, after-hours contract 

work for other 211s, United Way of the Midlands private donors, 

among others. 

 

➢ NE211 has expanded opportunities for longer term case 

management by skilled navigators within 211. 211 is now an Aging 

and Disability Resource Center, a partner with Offutt Airforce Base 

to provide resources to military and their families, and a partner 

with the Nebraska Crime Commission to assist anyone 65+ who is 

the victim of a crime. 

 

➢ NE211 has been awarded private contracts for partnerships in 

Social Determinants of Health (SDoH) central hub work, housing 

and utility assistance, disaster services support, transportation, 

employment assistance, and others. 

Customer Feedback and Quality Assurance 

We used two ways to track feedback from callers assisted, via 

callback and via text.  Most of the texts were to callers seeking rent 

or utility financial assistance. 79% of those replied ‘yes’ to the 

question: Would you recommend 211 to a family member or friend? 

Of those we reached via phone, 99% replied ‘yes’ to the same 

question. We suspect lower satisfaction scores from callers that we 

could not provide financial assistance to and weigh the negative 

response accordingly. 

United Way of the Midlands’ 211 contact center remains accredited through Inform USA 
(formerly the Alliance of Information and Referral Systems)  



 
 

275,000 Total Contacts Across 211’s Service Area 

 

 

 

 

Measuring Impact 

➢ 211 had 275,000 calls, texts, emails, engaged web sessions, and outreach contacts across the entire coverage area.  
➢ 211 had 26,000 outreach contacts over the last fiscal year, particularly focusing on historically underserved communities to increase access 

and knowledge of the 211 helpline. Traveling across the entire service area, 211’s outreach coordinator has built relationships and deepened 
trust in 211 in both rural and urban communities.  

➢ Volume has normalized after the increase in calls due to ERAP, and while 211 saw a decrease this fiscal year, total contacts remain well above 
pre COVID levels. 211 has also adjusted methodology slightly based on our capacity to report with increased precision and accuracy. 

 

 

 

 

 

 

  

 

 

 

 

 

26,000 
Outreach Contacts 

129,000 
Engaged Web 

Sessions 

120,000 
Calls/Texts/Emails 

A Partner in Nebraska’s Disaster Response  

➢ Following the tornados in Nebraska on April 26, 211 was 

activated for disaster response providing a site to report storm 

damage as well as receive relief resource referrals 

 

➢ 211 began receiving tornado related calls at 4:14pm on Friday 

April 26, while Eastern Nebraska was still under a tornado 

warning and in the first 2 weeks following the tornados 

provided referrals to 605 calls seeking severe storm assistance 

 

➢ 211 continues to provide regular updates to both Douglas and 

Washington counties on callers and their needs following 

severe storms and UWM leveraged 211 infrastructure to 

provide emergency financial assistance from UWM donors. 

 
 

 

211 is a National Leader 

➢ 211’s Director, Steve Rippe, is the co-chair of the 211 National 

Steering Committee, providing advice and perspective to other 

211’s across the country based on the success of the UWM 

model 

 

➢ 211’s Manager of Data Resources is a member of the board of 

directors for Inform USA, the model for information and 

referrals systems  

 

➢ UWM solidified a partnership with United Way of Central Iowa 

to operate 211 for the entire state of Iowa beginning on July 1, 

2023 

 

➢ In June 2024 UWM signed a MOU with the state of Illinois to 

operate 211 for 14 counties that did not previously have access 

to 211’s services  

 



 
 

  

Outreach Efforts across the State 

• The 211 dedicated Outreach Coordinator, attended over 100 

events across the entire state of Nebraska, focusing on counties 

with historically low utilization of 211 and high concentrations 

of poverty 

• Engaged in interagency meetings, events, community and 

health fairs in various communities 

• Collaborated with other state-wide organizations, including 

Nebraska United Ways, Areas on Aging, Community 

Collaboratives, and Community Action Partnerships 

• Contacts are tracked before and after to measure the impact of 

outreach in communities 

• Promotion via iHeart Radio, Rural Radio, Telemundo Radio, NRG 

Radio and digital targeted display, Omaha World Herald Digital 

Advertising and Print Ads, New Horizons Newspaper, (over 16 

million Impressions) 

• Over 22,000 outreach materials were distributed to increase 

community awareness of the 211 helpline and programming. 

Promoted webpages and social media Informational handouts 

were created for state educators and counselors, churches and 

public libraries, healthcare organizations, and many others 
 

 

With a concerted effort for out-state outreach, calls outside of Douglas and Lancaster counties rose from 

16% to 20% of total calls from fiscal year 2023. 

Registered contacts in 89 of 

Nebraska’s Counties 

For detail, see contacts by county by month 



 
 

 

Summary Statistics, July 2023 – June 2024  

(excludes contacts via outbound call) 

 

 

 

 

 



 
 

Call Types, July 2023 – June 2024  

(excludes contacts via outbound calls, website engagements, and mobile app) 

 

 

 

 

 

 

 

 



 
 

Unmet Needs, July 2023 – June 2024  

(excludes contacts via outbound calls, website engagements, and mobile app) 

 

 

 

 

 

 

 

 

 



 
 

Nebraska Contacts by County by Month (1 of 3), July 2023 – June 2024  

(excludes contacts via outbound calls, website engagements, and mobile app) 

 

 



 
 

Nebraska Contacts by County by Month (2 of 3), July 2023 – June 2024 

(excludes contacts via outbound calls, website engagements, and mobile app) 

 



 
 

Nebraska Contacts by County by Month (3 of 3), July 2023 – June 2024 

(excludes contacts via outbound calls, website engagements, and mobile app) 

 



 
 

 

United Way of the Midlands/NE211 Helpline Funding Budget vs. Actual 

July 2023 to June 2024 

 

United Way of the Midlands / NE211 Helpline       
Funding Budget vs Actual          
July 1, 2023 – June 30, 2024           211 Funding Sources 

 

 


