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UW Capstone Project Designs New 2-1-1 Mobile Search Platform

Earlier this year a team of four undergradu-

ate students from the University of Washing- Wa$h|n9t°n 211

ton Human Centered Design and Engineering
(HCDE) Department designed a new and
more user friendly way to search the 2-1-1 What ts Washington 2117
online resource database for services using a e
mobile device. The original intent of the resh
Capstone Project was to redesign the

Research Question
WA211’s existing mobile App, but after ex- How o we edesin e Washgon 21 mi
tensive research conducted over winter and T
spring quarters the student team recom-
mended: 1. Develop a mobile website over a
mobile app, 2. Be explicit in the types of re-
quests available to the users: information
only and simple referrals 3. Use icons to con-
vey categorical information, 4. Optimize re-
source suggestion based on the user’s loca-
tion, 5. Enable users to easily save and access
favorite resources.

Problem
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The students visited the King County 2-1-1
Regional Contact Center where they inter-
viewed Information & Referral Specialists
and listening to 2-1-1 calls to better under-
stand caller and community needs and how
services are identified and referred to. Fol-
lowing the research phase, the Team devel-
oped an interactive prototype and partnered
with the University District Street Medicine outreach program to gain usability feedback from both
outreach workers and the homeless.

Research Design

« sketch & Critique
 Info. Architecture
® Wireframes

Refine

« Interactive Prototype
« Usability Test Round 2
* Final Prototype

Evaluate

= Usability Test Round 1
& Qualitative Analysis
« Hi-Fi Mockups

= Competitive Analysis
@ Literature Review
s Technology Research
« Contextual Inquiry

MatthewYang Truclyle EricEckert  AngusWang

The UW Students made final changes to the design prototype based on user feedback and present-
ed their final project at the annual HCDE Open House on the UW Campus in May. Washington 2-1-1
plans to apply for a second Capstone Project to complete the development of the Student’s design.

nfocus

HCDE Student Team (left —right) Eric Eckert, Matthew Yang, Angus Wang, Truc Ly Le




Washington

227

Get Conmcted. Get Answé Quarterly Newsletter

Washington Information Network 211

Washington 2-1-1

SOCIAL DETERMINANTS OF HEALTH & THE PATHWAYS HUB

Today, many health experts promote the im-

portance of identifying and linking patients to =

the Social Determinates of Health (SDOH) to B e
improve health outcomes. SDOH are condi- <
tions in the environments in which people are

born, live, learn, work, play, worship, and age . R //

Employment

that affect a wide range of health, function- [X\ o L4 -
. . . . risis Services g ° e Food & Nutrition
ing, and quality-of-life outcomes and risks. In = ; i
other words, if patients have unmet needs for ._ R
food, housing and other social services they B e IR

ousehol s __.'\\\ Income &
are less able to effectively manage their _ “asspiniet” \\ ——
health conditions and experience poor health | »
outcomes. Dinintas & Sty Primary Care & Health

Condition
Management

Transportation

Six of Washington’s nine Accountable Com-

munities of Health regions have adopted the national Pathways Hub model to ensure patient’s SDOH are ad-
dressed. The Pathway’s HUB enhances care coordination and facilitates the ability of providers and agencies
to work collaboratively to deliver evidence-based interventions with a focus on prevention and early treat-
ment leading to improved outcomes and reduced cost. Washington 2-1-1 has partnered with the six Ac-
countable Communities of Health and their Pathways Software Vendor, Care Coordination Systems (CCS), to
provide SDOH resource information.

How does the Pathway’s Hub work? The Pathways HUB acts as a central clearing house that registers and
tracks at-risk individuals, making sure their health — both physical and behavioral — and social needs are iden-
tified and addressed. Upon enrollment in the Hub every client meets with a community health worker
(CHW), who completes a comprehensive risk assessment. Each risk is translated into a “pathway,” including
unmet needs for food, housing and other social services. Risks are addressed one at a time, with clients help-
ing to determine priorities. Pathways are tracked through completion of an electronic record in a shared
health information database.

Did You Know?

On occasion people are unable to connect to a 211 Contact Center when dialing the 2-1-1 three digit code.

This commonly happens if you are calling from an out of state phone number or less commonly your phone

carrier may not recognize 2-1-1.
If you experience difficulties dialing 2-1-1, you can call our statewide toll-free number at 1-(877)-211-9274.

Please report any connection issues you experienced to the 2-1-1 Specialist, so that we can help resolve fu-
ture issues.
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2-1-1 STATE DATA

2nd Quarter 2018 —Caller Demographic and Needs Data

WA211 collects the most comprehensive data on community needs in the State and can re-
port data down to county, city and zip code

Total Calls
Gender Age of 211 Callers
129,797
. 108,022
150,000
100,000
S0,000 o - —
i r,/
0 1
Total WINZ11 Total WINZ11
Oueued Calls Calls Delivered to
Agents
Household Income . -
| | | Ethnicity
Income J 18,112
Household of 1 below $12,140 l d 7.658 Other Ethnicity
Household of 2 below 516,460 | J 11,518 Multi-racial/Cultural
Household of 3 below 520,780 [ 4,156 Hispanic/Latino

Household of 4 below $25,100
ouse s — 2875 Hawaiian Native/Pacific Islander

Household of 5 below $29,420 [ 1751

Declined Ethnicity 20421
Household of 6 below $33,740 g 919
Caucasian/White
Household of 7 below 538,060 468
Household of 8 below $42,380 ] 215 Asian/Asian American
Household Greater then & [add... | 116 American Indian/Alaska Native
Household not in poverty | 52 \frican American/Black/Other African
o 5,000 10,000 15,000 20,000 0 5,000 10,000 15,000 20,000 25,000
Food/Food Bank léhh‘:?'hq:
Informatio Transitional [ Specialize
Emergency Shelter "5 n . o dHoufsing
6.2300 -64%% Transrhnnalf?peualme Housing/Low-Cost 2.829%
d Housing Housing...
3.52%0
Household, Clothing,
'_'___,_,--—"""’— and Personal Goods
Transportation Travel 1.98%
3.37% Transportation Travel J
7.76%
Domestic Violence
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Bmily and Communit]

Neads

Rent/Mortgage
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WIN211 Top Needs Met 2nd QTR 2018 WIN211 Top Needs Un-Met 2nd QTR 2018
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2-1-1 STATE DATA

2st Quarter 2018 —Website, App and Text Data

Website Data

App Data

Website Visits = 26,628

Rank

Top Quicklink Searches

Link
1 Low Income Housing
2 Rent Payment Assistance
3 Food Pantry / Food Bank
4 Bus Tickets / Gas Money
5 Emergency Shelter
6 Utility Assistance
7 Transitional Housing
8 Rental Deposit Assistance
9 Dental Care

10 Clothing f Diapers

New Vs. Returning

Clicks

504
473
279
276
273
235
203
168
116

115

Mobile Overview

4%

\

56%

App Searches = 2,483
App Installs = 182

Top Quicklink Searches

Rank Link

1 Low Income Housing

2 Advance Search

3 Food Pantry / Food Bank

4 Bus Tickets / Gas Money

5 Rent Payment Assistance

6 Emergency Shelter

7 Transitional Housing

8 Utility Assistance

9 Chronic Disease Self Management
10 Clothing / Diapers

Text Data

Clicks
505
480
394
377
361
346
339
232
227
194

Total Incoming Texts: 6,243
Total Outgoing Texts: 5,082
Total Volume: 11,312

OMew \isitor  ERetming \isitor |

| ODeskiop @Meobile Phone  OTablet

1,600
Age Groups 1,400
1800 1.200
1600 — 1 o0
1400 '
1200 800
1000 600 4
800 400 -
600 1 = 200 1
400 - __
200 1 B
0 1 g
1824 | 2534 3544 | 45584 | 5564 65+ 3
Sessions 725 1560 o997 573 347 131 =
Percentage| 16.7% | 360% | 230% | 132% | 80% 30%

Monthly Encounter and Message Volumes

AT
/AR /
T ANV
n
LMo

Jan Feb Mar Apr May Jun Jul Aug Sep Oct MNov Dec

C—Encouniers 5—1In
el Qi

Total Message Wolume

[E O N R I TURN TC R S Sy
oW o m o ;o ;o

Encounters'



Washington

277

Get Connected. Get Answers. Quarterly NeWSIetter

Washington Information Network 211

Washington 2-1-1

Contact Us
Regional Call Centers Parent Agency Contact Information
%-!L Chris Hatch, chatch@voaww.org

Region 1—North Sound 2-1-1

WA211 Volunteers of America Western Washington

Kelly Schwab, kellys@kmhs.org

Peninsula 2-1-1
Address:

Kitsap Mental Health
WIN211 Admin Office

Ciara Doyle, ciara.doyle@211info.org

Southwest Washington 2-1-1
304 W. Lincoln Ave.

211linfo
) Penni Belcher, pennib@uwpc.org
Yakima, WA 98902 South Sound 2-1-1
Phone/Fax/E-mail: : Unl.ted W.ay Pler.c? Ct.)u.nty
Liz Mills, Imills@crisisclinic.org
Phone: 509-654-7866 King County 2-1-1
isis Clini
Fax: 509-249-4287 Crists Clinic

Stacy Kellogg, skellogg@pfp.org

Email: tsullivan@pfpf.org Greater Columbia 2-1-1

People For People
Kelli Miller, Kmiller@fbhwa.org

Eastern Washington 2-1-1

If you are unable connect by dialing
2-1-1, please dial 1(877)-211-9274

Frontier Behavioral Health

1111115
Washington State 2-1-1 Call Center Service Areas
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Okanogan

Get Help-Give Help
Dial 2-1-1

Clallam
Region 2

ONN0)

TEXT DIAL SEARCH
zipcode t0 898-211 211 WIN211.0rg

. Call Center, Outreach & Database Management Region
United Find us on
Way R/ Facebook

For more information or to search for services go to www.wa211.org
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