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Mobile Team

T 24/7 Crisis Diversion September Summary

Mobile Team Summary

Accepted Dispatches - 2,173
Dispatch Contacts Made - 1,507
General Support Contacts - 3,979

% Change from September 2023

Accepted Dispatch +38%
Dispatch Contacts +39%
General Contacts +15%

Top 5 Incoming Referral Sources
211 - 1,691 (78%)
Community Agency - 148 (7%)
EMS - 144 (7%)
Outreach Contact - 62 (3%)
Client Self-Referral - 48 (2%)

211+3

The 24/7 Crisis Diversion mobile teams made a total of 5,486 contacts
in September an 10% decrease in contacts from August. This is a
combination of contacts made through accepted dispatches, and
contacts made through proactive engagement in the community.

# of Vehicle Responses # of People Connected
With
Accepted Dispatches 2,173 1,507
General Support 1,597 3,979
Total 3,770 5,486

Total Incoming Calls - 3,160
Total Calls Answered - 2,341
Total Unique Calls for Service - 2,306

% Change from September 2023

Total Answered +4%

Total Unique Calls +5%

Top 5 Incoming Referral Sources
Private Citizens - 683 (40%)
Self-Referrals - 422 (25%)
Community Agency - 233 (14%)
Private Businesses - 174 (10%)
Hospital Staff - 61 (4%)

2024 Year to Date

Mobile Team

Accepted Dispatches - 21,554
Dispatch Contacts Made - 13,810
General Support Contacts - 38,965

Top 5 Incoming Referral Sources
211 - 15,625 (72%)
EMS - 1,414 (7%)
Community Agency - 847 (4%)
QOutreach Contact - 659 (3%)
Client Self-Referral - 439 (2%)

211+3

The average number of daily dispatches the mobile teams
responded to in August was 67, with a high of 94 dispatches.

The average wait time from time
dispatch was created to time vehicle overs
arrived on site was 30 minutes and Avera
41 seconds.
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Total Incoming Calls - 31,074
Total Calls Answered - 22,198
Total Unique Calls for Service - 22,156

Top 5 Incoming Referral Sources
Private Citizens - 6,628 (30%)
Self-Referrals - 3,406(15%)
Community Agency - 2,326 (10%)
Private Businesses - 1,937 (9%)
Hospital Staff - 691 (3%)
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T 24/7 Crisis Diversion September Summary

Transportation represented 31% of overall support provided to community members in
September and the teams saw a 100% increase in requests for harm reduction supplies
when compared to August.

% Change
. . % Change
Support Provided Primary Secondary from
from August
August
Transportation 905 4%
Supportive Conversation - Declined Support 278

Supportive Conversation 169

Food/Water 66
Other 38
Clothing/Blankets 17
Navigation/Advocacy 3

Referrals Provided

Harm Reduction Supplies 10
First Aid
Opioid Posioning Response

Incoming Referrals to 24/7 Crisis Diversion

Private Citizen 683 :
self-Referral B |E2EEhyAs sy 1488 The top 5 combined program
Community Agency 233 EMS 144 referral sources were:
- : Outreach Contact 62
Private Business 174 . .
- Self-Referral 48 e Private Citizens 683 (32%)
Hospital Staff 61 - -
- - Transit Peace Officers 24 o Self Referrals 470 (22%)
Private Security 33 . .
_ : EPS Patrol 22 e Community Agencies 381 (18%)
Family/Friend 24 - . .
: EPS Dispatch 11 e Private Businesses 174 (8%)
EPS Dispatch 17 oth s EMS %
er

EPS Patrol 10 * 144 (7%)

Fire 4
EMS 7 EPS HELP 4
Peace Officer 6

Peace Officer 3
Other 6

EPS Beats 1
EPS Beats 5
Fire 3
Transit Peace Officer 3 Fis

EPS Beats

The various Emergency Services in
Edmonton made a total of 264 referrals
to the 24/7 Crisis Diversion Program this
month.

EPS HELP
Peace Officers
Transit Peace Officers

EPS Dispatch

213 of those were direct referrals to the
Crisis Diversion Mobile Teams, and 51 —

referrals from emergency services came |

through 211 press 3. 0 20 a0 e g0 10
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Proactive Engagements

The mobile teams connected with 3,979 individuals during 1,597 proactive engagements
throughout the city in the month of September. This is a 12% decrease in engagements from

laSt month' Support Provided uumber of Client Number of Event
3979
Food/Lunch 3683
Water 3256
Clothing/ Blankets 1548
Supporiive Conversation 343
Harm Reduction Supplies 238
179
29
16
Rogers Place 13
Note: One event can have multiple support provided
Mobile teams reported 9 instances where
opioid poisoning response was required.
Areas where there were more individuals in
need:
Southgate Mall to Mill Woods: 62 individuals (23
events)
Capilano Area: 72 individuals (25 events)
211 Summary

® 21lresponded to a total of 4,814 calls in the month of September, a 15% decrease
from August. 48% of this call volume (2,306 calls) came through on the 211 press 3
phone line for the Crisis Diversion program.

The average wait time was 3 minutes and 49 seconds. The average call length was 7 minutes
and 44 seconds.

Daily call volumes on the 211 press 3 phone line
were busiest on Sunday and Mondays this month.
Changes in call volumes from August are noted in
the chart.
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Transportation 51%

The two primary needs identified by
callers were transportation (51%)
and wellness checks (40%). Requests oot
for transportation increased by 7%
from last month.

Wellness Check (a0%|

Mental Health Concern 4% Combined Categories include:

96% of the needs identified by callers on the 211 press 3 phone line were met by the 24/7
Crisis Diversion program and 211 Community Resource Specialists. 63 referrals were made
in those instances where Crisis Diversion was unable to meet the needs of callers.

Met Needs

Local Transportation

Crisis Intervention

911 Services
General Bylaw Enforcement Officers

Emergency Shelter

Emergency Medical Transportation
Undesignated Temporary Financial Assistance
Basic Income Maintenance Programs

Crime Reporting
Transitional Housing/Shelter

Noted Trends/Gaps in Service

Appropriate Supports - The 24/7 Crisis Diversion staff continue to notice gaps in the
availability of appropriate supports for community members with complex needs such as
mental and physical health. Often, these individuals are presenting in conditions that are
beyond the level of care (BLOC) for most shelters and other service providers. The program is
looking to improve relationships with Access 24/7, PACT, and other teams that could help
streamline support for these BLOC individuals when 24/7 Crisis Diversion is engaging with
them.

Program Narratives

CMHA - 211

At 10:05am on Thursday, 12 September a City of Edmonton worker reached out to the
Crisis Diversion dispatch line. They had encountered a man who had taken shelter from the
rain, whose clothes were wet throughout. The City of Edmonton worker provided the man
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with a warm dry place to take shelter while they spoke with the Community Resource
Specialist and waited for the Boyle Street mobile team that was dispatched to arrive.

Just after noon on Friday, 13 September, a person who had received a food voucher
from income support was facing barriers in securing transportation to the grocery store.
Having reached out to 211 for various supports, the community member spoke with a
Community Resource Specialist who while providing other supports, also dispatched a Hope
Mission mobile team.

Hope Mission

On September 23, Crisis Diversion received a call from a local business regarding
vagrancy concerns around their facility. A Hope mobile team promptly visited the business to
discuss how the Crisis Diversion Team could assist and to gain a clearer understanding of
their specific concerns. During the visit, the Crisis Diversion staff were able to educate the
owners about the various supports that the 24/7 Crisis Diversion Team offers to both
businesses and the surrounding community. The owners of Disney Day Care expressed relief
and gratitude, knowing that they could rely on 211 and mobile teams to help manage any
situations where community members may be causing disruptions—such as setting up tents
around their premises. This proactive engagement not only addressed theirimmediate
concerns but also fostered a stronger partnership between the business and our team.

Boyle Street

A Boyle team was dispatched for a senior female in need of transport from the Herb
Jaimeson Centre nursing clinic to Urgent Care. Upon arrival, the woman said they needed to
use the washroom, however, due to maintenance issues, the only accessible washroom was
out of service; With the other washrooms upstairs, and her reduced mobility, she was unable
to access them. The Crisis Diversion staff transported her to urgent care as soon as they could
so she could relieve herself. Upon arrival, the mobile team staff immediately asked about the
nearest washroom and were pointed in the right direction. Unfortunately, the woman was
unable to hold her bladder and had an accident. She was so distraught and embarrassed,
almost in tears. The team did not have any pants in her size with her being so petite, so they
asked the urgent care if they had any clothing for her, but they did not. Mobile team staff then
called Bissell Thrift store to ask if they could assist. Bissell thrift store explained that they did,
and if they could get there before 5pm, they could get the needed clothing. The team took the
fastest route and arrived just in time, obtaining clean clothes, and then returning to Urgent
Care. The woman was extremely thankful that she was able to get clean clothes so she could
sit more comfortably and not feel as embarrassed. Amazing collaboration between agencies
to help a senior in dire need of dignity and comfort during an unfortunate situation.
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