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270

Total Responses (which is pretty /humbling amazing for a survey that opened 

on a Friday morning and closed on a Monday lunchtime)



Summary of Results

• The highest volume of calls concern financial assistance. Naturally, that is 

the subject area that is hardest to help with at the moment

• We are pretty comfortable with what our teams know (tribute to your training 

programs)

• Concerning insights into community knowledge: the awareness of symptoms 

and prevention is mainly “middle range”; people are unsure about testing 

procedures and medical treatment; also low knowledge of financial 

assistance (which is really challenging for anyone to determine anyway)



Summary of Results

• Many agencies are considering recruiting/training volunteers (There are some 

resource on this on https://learn.airs.org/covid-19)

• 37% of I&Rs are 100% remote, more than half are at least 75% remote. Another 

21% are willing to explore this option. This is a really impressive testament to 

our planning and flexibility

• When it comes to using IVR recorded messages to take the pressure off the 

phone lines – 11% say this is making a significant difference and 26% are willing 

to explore the option. Note that there was a posting today on the AIRS 

Networker on this subject and more materials are being developed

https://learn.airs.org/covid-19


Summary of Results

• Use of text is making less waves: 9% are using this successfully but 26% are 

willing to explore it. This may not be an easy piece of technology to quickly 

adopt – although there are easier options for 211s in this area

• Essentially, 15% of I&Rs are on or over the verge of being overwhelmed by 

demand, while another 37% are just about hanging in … because of the nature 

of their service and clients, about 28% have had a drop in calls

• For those experiencing significant call increases, 22% are more than 300% 

busier than two weeks before; with another 24% more than 100% busier

• 54% of I&Rs will be “in this until it is over” (only 2% of members have 

been forced to close their service thus far)



Which of the following best describes the type of I&R that your 

organization primarily delivers?



We want to get a sense of the questions people are asking about 

COVID-19. How would you categorize your call/contact volume 

concerning the following issues over this past week?



What is your sense of your team’s knowledge of the following 

issues?



Tough question: Based on what you are hearing on the phones and 

anecdotally, what is your sense of your community’s knowledge on 

the following issues?



Have you been recruiting/training volunteers to take calls?



Are you extending your hours?



We want to get a sense of the role of remote staff?



Are you using your IVR to divert people from your phone queue who 

are seeking straightforward COVID-19 information? (e.g. press 4 to 

listen to a message about ...)



Are you using your Text capability to divert people from your phone 

queue who are seeking straightforward COVID-19 information? (e.g. 

contact xxx-xxx to hear some messages about ...)



Which of the following best describes any changes in your 

call volume?



IF you answered the last question as "Calls are increasing 

dramatically", roughly by how much?



AIRS members cover a broad range of I&R and organizational types. 

There are many agencies for whom it might make sense for the health of 

your staff and clients to temporarily close, which of the following most 

closely reflects the situation of your I&R PROGRAM?


