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Incoming Calls

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Total Calls 11,169 | 11,647 | 10,074 | 19,765 | 10,719 | 9,851 | 10,357 | 7,748 | 8,229 | 9,574 | 10,671 | 10,085 | 129,889
Answered Calls 9,969 10,544 9,117 | 15,434 | 9,147 8,470 9,260 7,121 7,359 8,527 8,881 8,090 111,919
Abandoned Calls 1,186 1,100 956 4,295 | 1,554 | 1,361 | 1,088 611 869 1,047 | 1,788 | 1,994 17,849
Uncategorized Calls 14 3 1 36 18 20 9 16 1 0 2 1 121
Answered Calls

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Total Answered Calls 9,969 10,544 | 9,117 | 15,434 | 9,147 | 8,470 | 9,260 | 7,121 | 7,359 | 8,527 | 8,881 | 8,090 111,919
Repeat Callers 697 1,140 905 701 674 501 456 400 443 690 637 801 8,045
Documented Clients per iCarol System 9,542 10,139 8,751 9,719 8,810 7,671 8,847 6,966 7,120 8,433 8,566 7,875 102,537
Undocumented Calls 427 405 366 5,715 337 799 413 155 239 94 315 215 9,480
Type of Client

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Documented Clients per iCarol System 6,678 7,406 | 6,367 | 9,719 | 8810| 7,671| 8847 | 6966 | 7,120| 8,433 | 8,566 | 7,875 94,458
Total Telephone Clients* 6,535 7,167 6,163 6,101 6,176 5,506 6,297 5,002 5,076 5,737 5,748 5,663 71,171
*Call 6,508 7,120 6,060 | 5997 | 6,070 | 5,413 | 6,238 | 4,930 | 5,007 | 5637 | 5618 | 5,565 70,163
*MCH 27 46 103 104 106 93 59 72 69 100 130 98 1,007
*SAP 0 1 0 0 0 0 0 0 0 0 0 0 1
Social Media 3 1 2 1 0 1 4 12
Chat 0 89 96 327 126 131 130 88 98 125 122 148 1,480
Email 12 8 9 19 11 6 17 18 12 18 16 9 155
In Person 2 0 0 2
Text 131 142 99 148 209 182 181 106 143 162 151 143 1,797
Unknown Type 0 0 0 3,124 | 2,288 | 1,843 | 2,221 | 1,750 | 1,790 | 2,389 | 2,528 | 1,908 19,841
Talk Time Telephone Calls

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Total Talk Time (Minutes) 66,656 66,737 | 59,603 | 69,020 [ 60,658 | 49,067 | 57,190 | 44,343 | 47,192 | 55,290 | 58,396 | 56,801 690,953
Average Call Length iCarol (minutes) 6 6 6 7 6 6 6 6 6 6 6 7 6
Average Talk Time Call Sweet (Minutes) 4:43 4:33 4:30 3:57 4:35 4:08 4:21 4:40 4:18 4:09 4:09 4:30 4:21
Total Calls Answered in Two Minutes or less 9247 9829 8522 9719 7730 7059 8686 6873 6967 8099 7729 6664 97124
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Call Data

Answered Calls Wait Time

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Total Answered Calls 9,969 10,544 9,117 | 15,434 | 9,147 8,470 9,260 7,121 7,359 8,527 8,881 8,090 111,919
Under 30 seconds 7,934 8,579 7,383 | 7,923 | 6,168 | 5,739 | 7,578 | 6,404 | 6,276 | 7,195 | 6,459 | 5,095 82,733
Between 30 & 60 seconds 696 698 620 856 794 639 628 279 369 501 655 741 7,476
Between 60 & 90 seconds 363 303 293 479 416 367 280 102 171 239 339 447 3,799
Between 90 & 120 seconds 254 249 226 461 352 314 200 88 151 164 276 381 3,116
Between 120 & 150 seconds 247 264 245 583 276 253 149 63 134 130 233 309 2,886
Between 150 & 180 seconds 143 127 110 384 232 194 103 37 72 108 256 279 2,045
Between 180 & 210 seconds 117 76 57 302 185 184 80 42 62 77 203 237 1,622
Between 210 & 240 seconds 71 81 58 457 154 163 58 32 50 40 169 218 1,551
Between 240 & 270 seconds 43 40 43 752 204 231 65 28 36 29 150 196 1,817
Between 270 & 300 seconds 37 36 26 1,087 310 342 96 31 16 17 62 83 2,143
Greater than 300 seconds 64 91 56 2,150 56 44 23 15 22 27 79 104 2,731
Time to answer Telephone Calls

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Average Time to Answer 0:31 0:29 0:30 2:24 0:53 0:54 0:29 0:20 :25 0:25 0:44 0:57 0:51
Longest time to answer 26:20 15:08 53:28 | 24:45 | 12:00 | 12:58 | 30:08 | 17:43 | 37.04 | 26:48 | 18:13 | 27:32 53:28
Under the two minute limit 92.76% | 93.22% | 93.47% | 62.97% | 84.51% | 83.34% | 93.80% | 96.52% | 94.67% | 94.98% | 87.03% | 82.37% | 86.78%
Over the two minute limit 7.24% 6.78% | 6.53% | 37.03% | 15.49% | 16.66% | 6.20% | 3.48% | 5.33% | 5.02% | 12.97% | 17.63% | 13.22%
Abandoned Calls

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Total 1186 1100 956 4295 1554 1361 1088 611 869 1047 1788 1994 17849
Average time to abandon 1:00 0:49 0:51 1:56 1:46 1:06 0:51 0:46 :48 0:48 1:02 1:.07 1:11
Longest time to abandon 26:01 15:20 16:32 20:20 6:50 11:24 37:24 41:31 14:32 14.07 31:45 18:39 41:31
Abandoned Calls prior to 40 seconds 708 712 632 1630 777 690 678 410 568 668 980 995 9448
Abandoned Calls after 40 seconds 478 388 324 2665 777 671 410 201 301 379 808 999 8401
Average time to abandon after 40 seconds 2:10 1:56 2:08 2:58 1:46 2:00 1:56 2:00 1:56 1:54 2:02 2:01 2:22
Abandoned Calls % 4.28% 3.33% | 3.22% | 13.48% | 7.25% | 6.81% | 3.96% | 2.59% | 3.66% | 3.96% | 7.57% | 9.91%




311-411-911-211 Out of State

July Aug Sept Oct Nov Dec Jan Feb Mar Apr
Total Responses 4,462 4,381 3,735 4,899 3,414 2,993 3,540 2,875 3,089 3,859
211 247 310 297 355 186 222 218 160 179 190
311 368 326 311 343 319 312 279 295 321 344
411 697 503 440 400 373 344 383 321 344 370
511 33 22 14 25 15 18 18 22 28 24
611 32 28 22 29 26 34 28 19 26 34
711 1 0 0 0 0 0 0 1 0 2
811 5 3 2 1 2 2 3 1 2 2
911 32 16 13 15 9 17 14 10 11 21
Abusive Caller 12 6 5 11 9 7 7 8 8 13
Crisis 27 43 23 50 21 14 29 34 39 32
Disaster 0 0 0 942 37 14 7 1 4 2
Disconnects 802 739 662 670 646 513 612 543 503 663
PRAMS
Static 1,344 1,329 1,023 1,078 991 684 1,143 698 870 1,140
Unknown 718 887 772 728 629 630 594 578 563 766
Wrong Number 144 169 151 252 151 182 205 184 191 256
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Clients By County

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May
Total 9,542 10,139 | 8,751 | 9,719 | 8,810 | 7,671 | 8847 | 6966 | 7,120 | 8,433 | 8,566
Carson City 56 49 51 51 41 37 67 69 74 60 48
Churchill 11 11 2 5 9 8 10 10 12 10 7
Clark 5,820 6,515 5,703 | 5551 | 5959 | 5215 | 6,625 | 4,659 | 4,613 | 5,479 | 5,469
Douglas 28 21 17 16 13 13 19 14 12 15 22
Elko 30 29 19 15 20 14 27 28 24 16 10
Esmeralda 3 3 0 1 0 1 2 0 1 0 1
Eureka 2 1 0 0 0 0 1 0 0 1 2
Humboldt 5 6 4 8 4 4 5 0 3 3 7
Lander 2 3 3 0 3 6 2 2 1 1 0
Lincoln 5 1 3 5 2 2 1 2 0 2 3
Lyon 33 34 41 29 35 24 49 26 26 29 29
Mineral 1 2 3 5 0 4 1 1 1 1 1
Nye 22 27 25 19 25 28 52 20 43 25 38
Pershing 2 1 1 0 0 2 1 4 2 2 0
Storey 18 4 2 0 0 1 0 0 0 0 0
Washoe 519 514 395 390 447 390 466 362 346 332 330
White Pine 4 4 2 1 1 4 3 1 6 2 4
Other Nevada Zip Codes 2,936 2,857 2,425 | 3,543 | 2,198 | 1,847 | 1,421 | 1,695 | 1,889 | 2,321 | 2,383
Other Zip Codes 45 57 55 80 53 71 95 73 67 134 212




Call Data

Average Call Volume Per Hour

Su M Tu W Th F Sa
12:00 AM 4 6 3 3 4 5 4
1:00 AM 4 2 2 2 4 4 4
2:00 AM 2 3 2 3 3 4 4
3:00 AM 3 3 2 4 3 2 3
4:00 AM 3 2 3 5 2 5 4
5:00 AM 3 4 3 3 5 4 3
6:00 AM 4 9 10 6 9 6 6
7:00 AM 8 16 16 11 14 13 6
8:00 AM 9 34 27 28 22 21 9
9:00 AM 10 45 31 32 36 34 11
10:00 AM 8 49 45 44 38 32 10
11:00 AM 7 43 45 37 38 32 16
12:00 PM 9 46 33 40 35 36 12
1:00 PM 10 44 31 40 38 34 12
2:00 PM 9 34 34 36 35 29 10
3:00 PM 11 43 31 29 26 26 10
4:00 PM 12 33 22 27 27 19 11
5:00 PM 9 18 13 16 12 15 11
6:00 PM 10 14 11 11 10 12 10
7:00 PM 7 11 8 9 12 12 8
8:00 PM 6 7 7 8 9 8 6
9:00 PM 3 6 6 7 7 9 8
10:00 PM 6 7 7 4 6 7 4
11:00 PM 4 5 5 6 5 4 8

Sunday Call Volume

Monday Call Volume

Tuesday Call Volume

Wednesday Call Volume
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Day vs Day Comparison

=== Sunday
=== onday
==@==Tuesday
=== \Wednesday
==@=Thursday
=== Friclay

=== Saturday

== onthly Average

=== Sunday 4 4 2 3 3 3 4 8 9 10 8 7 9 10 9 11 12 9 10 7 6 3
== Monday 6 2 3 3 2 4 9 16 34 45 419 13 16 14 34 13 33 18 14 11 7 6
==@==Tuesday 3 2 2 2 3 3 10 16 27 31 45 45 33 31 34 31 22 13 11 8 7 6
e \Wednesday 3 2 3 4 5 3 11 28 32 44 37 40 40 36 29 27 16 11 9 8 7
=@==Thursday 4 4 3 3 2 5 14 22 36 38 38 35 38 35 26 27 12 10 12 9 7
=== Friday 5 4 4 2 5 4 13 21 34 32 32 36 34 29 26 19 15 12 12 8 9
=@ Saturday 4 4 4 3 4 3 6 6 9 11 10 16 12 12 10 10 11 11 10 8 6 8
=== \onthly Average 3382 3.14 286 2.75 3.18 3.36 7.14 11.75 2139 28.14 32.14 30.93 29.93 29.61 26.71 24.86 21.18 13.36 11.00 939 732 6.46
Thursday Call Volume Friday Call Volume Saturday Call Volume
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Chat Data

Military Experience? July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Yes 0 4 | 3 | 25 6 5 6 2 6 | a4 | 7 | n 79
Age July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
<20 0 0 3 4 1 3 8 5 2 2 2 1 31
20-29 0 24 33 62 31 30 29 33 17 27 39 41 366
30-39 0 31 28 95 45 41 30 23 33 41 33 43 443
40- 49 0 23 17 60 17 22 21 12 18 27 18 28 263
50-59 0 5 9 21 21 13 14 9 8 10 12 11 133
60- 69 0 3 6 26 6 5 10 2 4 8 4 10 84
70-79 0 1 0 8 0 1 0 2 4 2 3 2 23
80-89 0 0 1 0 0 1 0 0 0 1 1 0 4
90 > 0 0 0 2 0 0 0 0 0 0 0 1 3
No Response 0 2 0 16 5 14 18 2 2 7 10 15
Chat Information July Aug Sept Oct Nov Dec Jan Feb Mar Apr May
Chat Sessions Answered 1 92 97 296 126 131 130 88 100 125 122
Engaged Chat 0 48 71 170 103 98 86 64 59 86 86
Missed Chat 0 5 12 49 5 18 15 8 19 14 11
Silent Chat 0 38 20 108 20 13 25 16 18 25 25
Test/Training Chat 1 5 0 2 0 5 4 0 4 0 0

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May
Total Talk Time (Minutes) 0 1921 2092 3839 2740 3057 4898 2370 7465 3723 2573
Average Chat Length iCarol (minutes) 0 21:32 20:00 11:00 | 21:00 | 22:00 | 37:00 | 26:00 | 74:08 | 29:48 21:09
Total Chats Answered in Two Minutes or less 0 62 74 187 119 86 87 74 69 77 77 77

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Average Time to Answer 0:00 20:01 4:48 4:18 0:44 6:41 23:32 31:08 34:46 12:31 6:12 8:46 15:08
Longest time to answer 0 15:42:00 | 4:41:00 | 1:29:24 | 18:42 | 3:39:03 |43:56:24112:00:01(55:37:30| 7:40:48 | 3:58:36 | 6:06:55 [ 55:37:30
Under the two minute limit 0.00% | 67.39% | 76.29% | 63.18% | 94.44% | 65.65% | 66.92% | 84.09% | 69.00% | 61.60% | 63.11% | 52.03% | 67.93%
Over the two minute limit 100.00% | 32.61% | 23.71% | 36.82% | 5.56% | 34.35% | 33.08% | 15.91% | 31.00% | 38.40% | 36.89% | 47.97% | 32.07%




Chat Data

1-1"m doing ok 0 1 0 0 0 0 0
2- Alittle upset 0 0 0 0 0 0 0
3 - Moderately upset 0 0 0 0 0 0 0
4 -Very upset 0 0 0 0 0 0 0
5- Extremely upset 0 0 0 0 0 0 0
Very easy, no problems at all 0 12 0 28 18 14 10
Fairly easy 0 2 2 6 0 3 3
Some problems 0 0 0 3 2 3 1
A lot of problems 0 0 2 2 0 0 1
Very difficult to use 0 2 7 5 3 0 0
Extremely helpful 0 4 5 16 12 10 6
Very helpful 0 6 3 14 5 6 3
Somewhat helpful 0 3 0 5 0 1 1
Not very helpful 0 0 2 0 0 1 3
Not helpful at all 0 4 2 12 6 3 3
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Race

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May
Total Calls with Responses 6,406 7,068 6,109 5,858 6,230 5,506 6,272 4,935 4,955 5,612 5,565
Asian 95 129 110 96 92 90 100 79 82 91 98
Asian & White 10 10 2 6 12 8 3 4 6 6 9
Black or African American and White 30 46 28 35 31 30 37 27 30 29 25
Black/African American 2,199 2,361 1,993 1,907 2,046 1,698 1,853 1,332 1,374 1,747 1,780
Chose not to answer 1,003 1,179 1,206 981 1,012 854 888 707 625 743 702
Email N/A N/A N/A N/A N/A N/A 11 9 11 11 13
Native American or Native Alaskan and White 15 19 24 17 13 14 17 19 17 10 10
Native American/Native Alaskan 61 75 62 48 41 49 54 50 65 69 53
Native Hawaiian/Pacific Islander 70 76 72 71 57 58 56 55 47 56 67
Other Multiple Race 593 600 481 484 497 438 573 421 391 470 473
Social Media N/A N/A N/A N/A N/A 4 1 5 1 7 0
Text 104 140 102 139 187 168 159 97 136 151 145
White/Caucasian 1,947 2,085 1,637 | 1,602 | 1,653 1,301 1,685 1,469 | 1,408 | 1,543 1,433
X-1-1 & Static Calls 279 348 392 472 589 794 835 661 762 679 757
No Response 3,136 3,071 2,642 3,861 2,580 2,165 2,575 2,031 2,165 2,821 3,001
Ethnicity

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May
Total Calls with Responses 6,412 7,067 6,106 5,856 6,231 5,502 6,272 4,935 4,952 5,600 5,555
Hispanic or Latino 1,088 1,107 974 948 948 772 910 805 701 852 831
Not Hispanic or Latino 4,435 4,875 3,951 | 3,783 | 3,982 | 3,295 | 3,901 | 3,039 | 3,039 | 3,535 | 3,471
Chose not to answer 504 605 698 519 522 459 441 307 288 355 331
Social Media N/A N/A N/A N/A N/A 5 4 9 1 2 2
Email N/A N/A N/A N/A N/A N/A 10 9 12 11 14
Text 107 131 95 135 189 170 155 100 135 151 141
X-1-1 & Static Calls 278 349 388 471 590 801 851 666 776 694 765
No Response 3,130 3,072 2,645 | 3,863 | 2,579 | 2,169 | 2,575 | 2,031 | 2,168 | 2,833 | 3,011




Gender

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Total Calls with Responses 6,463 7,146 6,153 5,912 6,265 5,537 6,342 5,001 5,039 5,730 5,671 5,617 70,876
Email 7 7 10 8 11 9 52
Female 4,644 5,220 4,459 | 4,291 | 4,608 | 4,089 | 4,493 | 3,536 | 3,462 | 4,034 | 4,057 | 3,964 50,857
Male 1,606 1,763 1,547 1,459 1,447 1,276 1,665 1,302 1,335 1,408 1,374 1,383 17,565
Social Media 3 1 0 0 0 0 5 9
Transgender 5 0 1 3 1 3 9 7 5 4 1 3 42
Chose not to answer 50 33 44 33 53 44 45 44 44 46 29 27 492
X-1-1 & Static Calls 103 51 42 43 52 32 33 47 109 145 117 147 921
Text 55 79 60 83 104 90 89 58 74 85 82 79 938
No Response 3,079 2,993 2,598 | 3,807 | 2,545 | 2,134 | 2,505 | 1,965 | 2,081 | 2,703 | 2,895 | 2,356 31,661
Age

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Total Calls with Responses 5,343 5,856 4,733 | 4,627 | 4,995 | 4,239 | 5005 | 3,931 | 3,872 | 4,747 | 4,500 | 4,425 56,273
90- 99 21 10 24 16 11 22 14 14 10 16 16 8 182
80-89 89 126 67 83 66 49 78 92 83 109 92 96 1,030
70-79 332 318 218 283 243 203 308 305 315 301 307 290 3,423
60- 69 634 730 588 620 680 506 731 609 637 689 622 635 7,681
50-59 978 1,139 905 849 915 741 888 777 716 760 806 855 10,329
40- 49 927 1,047 744 800 931 765 968 703 686 884 762 747 9,964
30-39 1,223 1,415 1,135 1,103 1,168 994 1,071 818 812 1,095 1,040 1,017 12,891
20-29 1,087 995 983 830 938 877 879 585 581 855 824 728 10,162
11-19 52 76 69 43 43 82 68 28 32 38 31 49 611
No Response 4,199 4,283 4,018 | 5092 | 1,235 | 1,256 | 3,842 | 3,035 | 3,248 | 3,686 | 4,066 | 3,548 41,508




Demographic Data

Family Status

July Aug Sept Oct Nov Dec Jan Feb Mar Apr
Total Calls with Responses 6,485 7,082 6,110 | 5,865 6,237 5,503 6,277 | 4,939 | 4,963 5,625
Divorced 513 572 443 453 510 421 523 440 412 473
Domestic Partners 128 105 106 121 99 108 110 63 57 88
Email N/A N/A N/A N/A N/A N/A 9 9 10 11
Female Head of Household 594 752 699 626 703 768 623 381 414 428
Male Head of Household 86 120 151 100 114 128 112 64 92 49
Married 782 805 667 666 712 592 727 555 542 629
Married with children 240 247 194 182 186 130 139 120 119 129
Separated 215 298 254 197 264 207 233 179 141 183
Single 2,978 3,188 2,670 2,553 2,561 2,127 2,552 2,102 2,079 2,445
Widowed 319 342 287 273 280 231 321 264 288 326
Social Media N/A N/A N/A N/A N/A 3 1 2 1 0
Text 95 126 93 123 175 147 144 92 126 140
Chose not to answer 299 233 227 217 250 231 262 184 189 188
X-1-1 & Static Calls 236 294 319 354 383 410 521 484 493 536
No Response 3,057 3,057 2,641 | 3,854 | 2,573 | 2,168 | 2,570 | 2,027 | 2,157 | 2,808




Demographic Data

Preferred Language

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Total Calls with Responses 6,487 7,074 6,110 | 5857 | 6,232 | 5500 | 6,271 | 4,936 | 4,962 | 5,612 | 5578 | 5,530 70,149
English 5896 6498 5557 5284 5,555 4,828 5,487 4,297 4,245 4,826 4,732 4,681 61,886
Spanish 174 201 187 208 173 175 193 164 147 151 135 156 2,064
American Sign Language 1 4 1 5 1 5 5 5 2 1 1 0 31
Chinese 1 1 3 1 4 1 6 1 2 3 5 0 28
French 0 2 1 3 3 3 3 6 7 2 5 2 37
German 0 0 2 0 0 1 0 0 0 0 0 0 3
Hebrew 0 1 0 0 0 1 3 0 0 0 5 1 11
Italian 0 0 0 0 1 0 0 3 0 0 0 2 6
Korean 0 0 1 0 0 0 1 0 0 0 3 1 6
Russian 0 2 0 0 0 0 0 0 1 0 2 0 5
Tagalog 5 2 4 3 4 1 3 4 2 3 2 1 34
Vietnamese 0 1 2 3 2 1 4 2 1 2 0 0 18
Undetermined 8 1 10 5 10 8 6 5 1 1 3 1 59
Text 90 119 71 84 132 107 96 73 98 98 96 81 1,145
Email N/A N/A N/A N/A N/A N/A 4 7 10 8 13 7 49
Social Media N/A N/A N/A N/A N/A 3 1 1 0 0 4 9
Other 31 6 14 12 16 18 13 6 15 16 19 13 179
Declined 117 83 82 88 110 102 126 84 96 85 78 73 1,124
X-1-1 & Static Calls 164 153 175 161 221 246 320 279 334 416 479
No Response 3055 3065 2641 3862 2578 2171 2576 2030 2158 2821 2988
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Demograpnic Dat

Referred By

July Aug Sept Oct Nov Dec Jan Feb Mar Apr
Total Calls with Responses 6,386 6,893 6,009 [ 6,058 | 6,267 | 5559 | 6,333 | 4,984 | 5034 | 5,675
City 37 53 35 50 34 42 54 49 48 67
County 31 26 14 15 25 29 36 48 40 47
Disaster Referral 0 0 7 148 4 1 1 0 0 0
Email N/A N/A N/A N/A N/A N/A 11 11 12 11
Friend/Family 858 870 747 751 789 641 775 586 585 667
MCH 1 2 0 4 0 3 0 0 0 0
Media 274 204 155 128 131 135 149 123 116 167
Not Sure 148 126 100 94 146 156 193 156 124 140
Other 740 934 968 885 1,004 | 1,015 1,145 940 947 904
Outreach Event 19 15 16 1 7 14 17 12 33 58
Social Media N/A N/A N/A N/A N/A 4 3 8 2 5
Social Service - Nonprofit Agency 1,413 1,437 1,215 1,182 1,169 1,055 1,192 838 798 805
State of Nevada 635 715 590 598 580 442 603 509 465 559
Text 118 149 101 153 199 178 157 94 136 155
United Way 14 14 21 29 29 17 17 19 15 26
Used 2-1-1 before 1,539 2,080 1,783 1,643 1,707 | 1,372 | 1,413 1,133 1,181 1,506
Web Search 287 268 257 219 251 241 291 210 256 287
Unknown 272 0 0 158 192 214 276 248 276 271
No Response 3,156 3,246 2,742 | 3,661 | 2,543 | 2,112 | 2,514 | 1,982 | 2,086 | 2,758




Demograpnic Data

Race Gender

NO RESPONSE
X-1-1 & STATIC CALLS

WHITE/CAUCASIAN B
TEXT
SOCIAL MEDIA ® Female
OTHER MULTIPLE RACE = Male

NATIVE HAWAIIAN/PACIFIC ISLANDER

NATIVE AMERICAN/NATIVE ALASKAN
NATIVE AMERICAN OR NATIVE...

EMAIL
CHOSE NOT TO ANSWER | |
BLACK/AFRICAN AMERICAN

m Social Media
® Transgender

Chose not to answer
mX-1-1 & Static Calls

BLACK OR AFRICAN AMERICAN AND... HIEE
ASIAN & WHITE m No Response
ASIAN

0 5,00010,00015,00@0,00@®5,00(0,00@B5,000

Age Ethnicity
90 - 99 NO RESPONSE
m80 -89 X-1-1 & STATIC CALLS
m70 -7
Char TEXT
m60 - 69
EMAIL
m50 - 59
e SOCIAL MEDIA
230 - 39 CHOSE NOT TO ANSWER | | | |
=20 - 29 NOT HISPANIC OR LATINO
|
m11-19 HISPANIC OR LATINO ‘ ‘ ‘
|

m No Response

0 10,000 20,000 30,000 40,000 50,000




eyt Data
Text Messages
July Aug Sept Oct Nov Dec Jan Feb Mar Apr
Users 239 197 161 198 186 199 185 118 172 200
Active users 247 203 170 206 193 206 193 120 175 203
Unique Texters 150 127 110 181 179 159 174 110 155 156
Total Incomings 3211 3736 1923 1245 1455 1059 1111 750 985 1012
Total outgoings 3211 3736 1923 1245 2942 1833 2000 1356 1854 2167
Optins 394 332 235 241 245 279 230 150 199 239
Opt outs 5 4 6 10 5 2 7 7 4 3
Staff logins 318 314 305 354 306 279 357 292 330 291
Text Response Rates:
July Aug Sept Oct Nov Dec Jan Feb Mar Apr
0-5min 114 135 98 153 196 140 168 101 125 144
5-15 mins 25 19 7 27 9 21 7 6 9 10
16-30 mins 8 11 8 7 4 4 4 5 2 4
31 minsto 1 hour 10 7 0 3 1 4 3 3 2 1
Over 1 hour 7 28 4 3 2 2 5 3 20 5
12
2 1
11 ° 3
4 - 10 5 5 1
5 8
227 e 5 : & - Y 2
7 1
3
2> 8 4 4 2
3] 2 }8
s 12 12
s 23
o8 b




Text Users by State

Text Users by State

YTD YTD
AK Alaska 1 MS Mississippi 3
AL Alabama 2 NC North Carolina 3
AR Arkansas 4 NE Nebraska 2
AZ Arizona 25 NH New Hampshire 0
CA California 227 NJ New Jersey 6
CO Colorado 5 NM New Mexico 8
CT Connecticut 1 NV Nevada 1386
DC District of Columbia 0 NY New York 5
DE Deleware 0 ND North Dakota 1
FL Florida 23 OH Ohio 15
GA Georgia 8 OK Oklahoma 4
HI Hawaii 5 OR Oregon 11
IA lowa 3 PA Pennsylvania 8
ID Idaho 4 Rl Rhode Island 1
IL Hlinois 21 SC South Carolina 2
IN Indiana 8 SD South Dakota 5
KS Kansas 3 TN Tennessee 0
KY Kentucky 1 TX Texas 12
LA Louisiana 12 UT Utah 6
MA Massachusetts 4 VA Virginia 2
MD Maryland 3 VT Vermont 0
ME Maine 0 WA Washington 12
Ml Michigan 13 WI Wisconsin 10
MN Minnesota 6 WV West Virginia 2
MO Missouri 7 WY Wyoming 0
MT Montana 2




Referral Data

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
B Basic Needs 6461 7818 6780 6810 6789 5767 6996 5789 5652 6628 6223 7084 78797
D Consumer Services 288 413 410 435 443 327 421 516 393 355 217 253 4471
F Criminal Justice and Legal Services 540 583 517 426 452 423 498 459 458 482 488 622 5948
H Education 211 434 53 49 52 36 63 51 28 59 45 52 1133
J Environment and Public Health/Safety 6 12 15 10 10 9 11 18 5 7 7 16 126
L Health Care 664 837 568 630 546 507 705 621 562 609 654 689 7592
N Income Support and Employment 727 858 765 663 718 629 859 724 632 749 700 762 8786
P Individual and Family Life 640 844 560 727 2179 1822 630 553 632 612 558 631 10388
R Mental Health and Substance Use Disorder Services 424 444 387 336 390 426 461 473 397 513 466 577 5294
T Organizational/Community/International Services 200 229 190 165 136 135 155 142 151 113 271 404 2291
Y Target Populations 2 49 81 79 69 65 105 72 58 368 315 272 1535
Total 10163 12521 10326 | 10330 | 11784 | 10146 | 10904 | 9418 8968 10495 | 9944 11362 126361
Category Percentages Dec Jan Feb Mar Apr May June YTD
B Basic Needs 63.57% | 62.44% | 65.66% | 65.92% | 57.61% | 56.84% | 64.16% | 61.47% | 63.02% | 63.15% | 62.58% | 62.35% | 62.36%
D Consumer Services 2.83% 3.30% | 3.97% | 4.21% | 3.76% | 3.22% | 3.86% | 5.48% | 4.38% | 3.38% | 2.18% | 2.23% 3.54%
F Criminal Justice and Legal Services 5.31% 4.66% 5.01% | 4.12% | 3.84% | 4.17% | 4.57% | 4.87% | 5.11% | 4.59% | 4.91% | 5.47% 4.71%
H Education 2.08% 3.47% | 0.51% | 0.47% | 0.44% | 0.35% | 0.58% | 0.54% | 0.31% | 0.56% | 0.45% | 0.46% 0.90%
J Environment and Public Health/Safety 0.06% 0.10% | 0.15% | 0.10% | 0.08% | 0.09% | 0.10% | 0.19% | 0.06% | 0.07% | 0.07% | 0.14% 0.10%
L Health Care 6.53% 6.68% | 5.50% | 6.10% | 4.63% | 5.00% | 6.47% | 6.59% | 6.27% | 5.80% | 6.58% | 6.06% 6.01%
N Income Support and Employment 7.15% 6.85% | 7.41% | 6.42% | 6.09% | 6.20% | 7.88% | 7.69% | 7.05% | 7.14% | 7.04% | 6.71% 6.95%
P Individual and Family Life 6.30% 6.74% | 5.42% | 7.04% | 18.49% | 17.96% | 5.78% | 5.87% | 7.05% | 5.83% | 5.61% | 5.55% 8.22%
R Mental Health and Substance Use Disorder Services 4.17% 3.55% | 3.75% | 3.25% | 3.31% | 4.20% | 4.23% | 5.02% | 4.43% | 4.89% | 4.69% | 5.08% 4.19%
T Organizational/Community/International Services 1.97% 1.83% 1.84% | 1.60% | 1.15% | 1.33% | 1.42% | 1.51% | 1.68% | 1.08% | 2.73% | 3.56% 1.81%
Y Target Populations 0.02% 0.39% | 0.78% | 0.76% | 0.59% | 0.64% | 0.96% | 0.76% | 0.65% | 3.51% | 3.17% | 2.39% 1.21%
Total 100.00% | 100.00% |[100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00%| 100.00%




Nevada211l.org Web Data
Visitor Counts

July Aug Sept Oct Nov Dec Jan Feb Mar Apr
New Visitors 3,999 4,369 4,179 | 6,770 | 4,892 | 4,710 | 5,39 | 4,510 | 5,479 | 13,027
Returning Visitors 1,885 1,884 1,838 | 2,446 | 2,231 | 2,238 | 2,474 | 1,098 | 2,409 | 5,504
Age Distribution Total Users

July Aug Sept Oct Nov Dec Jan Feb Mar Apr
18-24 603 755 545 629 468 400 514 292 454 816
25-34 999 1,102 1,008 | 1,500 | 1,168 | 1,120 | 1,181 677 1,113 | 2,215
35-44 697 805 787 1,096 830 862 876 541 854 1,436
45-54 477 537 438 811 555 570 624 359 628 877
55-64 317 302 339 530 367 325 363 284 397 646
65+ 102 169 127 215 141 122 144 110 193 331
Age Distribution New Users

July 678 Sept Oct Nov Dec Jan Feb Mar Apr
18-24 428 535 406 475 328 296 385 374 303 563
25-34 631 678 667 1,065 269 760 786 614 769 1,469
35-44 470 551 514 793 611 595 596 472 560 931
45-54 312 336 314 591 383 387 457 317 423 606
55-64 222 217 244 409 269 250 268 256 298 423
65+ 86 120 104 174 117 102 126 107 154 249
Gender

July Aug Sept Oct Nov Dec Jan Feb Mar Apr
Male 1,095 1,206 966 1,569 | 1,000 | 1,090 | 1,237 782 1,302 | 2,890
Female 2,215 2,537 2,390 | 3,359 | 2,523 | 2,407 | 2,569 | 1,535 | 2,440 | 3,795




Session Data

July Aug Sept Oct Nov Dec Jan Feb Mar Apr May June YTD
Sessions 5,884 6,253 6,017 | 9,216 | 7,123 | 6,948 | 7,870 | 6,505 | 7,888 | 18,531 | 22,625 | 30,004 | 134,864
Users 4,428 4,754 4,558 | 7,206 | 5,416 | 5,189 | 5,897 | 4,966 | 5950 | 13,614 | 16,087 | 20,441 | 98,506

Page Views 22,419 22,434 | 20,310 | 29,861 | 24,798 | 23,543 | 26,193 | 21,040 | 25,523 | 40,201 | 46,435 | 53,270 | 356,027
Pages per Session 3.81 3.59 3.38 3.24 3.48 3.39 3.33 3.23 3.24 2.17 2.05 1.78 2.64
Avg. Session Duration 3:36 3:36 3:10 3:.01 3:16 3.:09 3:04 2:58 2:58 1:42 1:31 1:22 2:18
Bounce Rate 38.32% | 36.48% | 37.49% | 41.95% | 36.29% | 37.48% | 40.72% | 42.17% | 42.37% | 66.43% | 67.70% | 74.05% | 55.60%
Unique IP Addresses 2526 3079 2947 3623 3729 3617 4200 3555 4556 5009 5354 5889 48084
Number of Searches 22422 20568 23047 | 28838 | 28966 | 22188 | 24637 | 19835 | 24728 | 27639 | 25778 | 27611 296257
Viewing Resource Detail Pages 4235 5495 2149 6042 6496 9447 8315 5632 8137 9848 9810 11252 86858
Choose a report Results Date Range
Unigue visitors and searches v NALJI|thF -:1:-|1: results to show: Period to consider Specific dates... ¥

7/12017 | | tol/30/2018 | o | | G

For the time frame specified there were:
Visits from 35,408 unique IP addresses,
Whose combined activity {conducting searches and viewing resource detail pages) equalled 368,428 times.

278570 of this combined activity number were searches, the rest were viewing resource detail pages.

MOTE: Each "unigue wisitor” will be counted only once for each date range you specify, no matter how many times they may wisit the website.

So if @ person visited the website from the same IP address once in each of 3 consecutive months, then you run a separate report for each of those months,
she would be counted once in each menth. If yvou were to manually add those results up, the same person would therefore get counted three times, once for
each of thoze months.

However, if vou run the report across all three months at once, the person will only get counted once. They might have visited three times in that period {once
in each of the three months), but they are just one 'unique visitor’, based on the same IP address, during the entire time frame you specified.




Sessions New Sessions New Users Bounce Rate Pages/Session Ave. Duration
132,041 67.11% 88,617 55.07% 2.66 0:02:19

1{Nevada 101,263(76.69%) 64.98% |65,799(74.25%) 56.38% 2.63 0:02:16

2|California 16,346(12.38%) 70.34%(11,498(12.97%) 48.16% 3.03 0:02:50

3|Arizona 1,947(1.47%) 71.96%(1,401(1.58%) 46.28% 2.9 0:02:49

4{Texas 1,429(1.08%) 65.22%|932(1.05%) 56.89% 2.39 0:02:05

5|New York 1,085(0.82%) 86.54%(939(1.06%) 67.00% 1.9 0:01:17

6|Washington 733(0.56%) 89.90% (659(0.74%) 48.84% 2.36 0:01:46

7|lllinois 692(0.52%) 75.87%(525(0.59%) 53.90% 2.42 0:02:14

8|Minnesota 636(0.48%) 64.62%|411(0.46%) 38.05% 3.2 0:02:35

9|Virginia 582(0.44%) 86.25% (502(0.57%) 64.78% 2.06 0:01:25

10|Florida 577(0.44%) 82.84%(478(0.54%) 55.29% 2.49 0:01:50
11|Oregon 539(0.41%) 89.24%(481(0.54%) 70.50% 2.01 0:01:09
12|Colorado 500(0.38%) 76.40%(382(0.43%) 48.20% 2.59 0:02:03
13|Utah 413(0.31%) 78.45%324(0.37%) 49.39% 2.82 0:02:13
14|Connecticut 345(0.26%) 59.42%(205(0.23%) 32.46% 3.33 0:04:30
15|0hio 315(0.24%) 83.49%(263(0.30%) 47.94% 2.86 0:03:14
16|Michigan 298(0.23%) 78.19%233(0.26%) 53.36% 2.4 0:01:48
17|Georgia 293(0.22%) 77.47%(227(0.26%) 54.61% 2.54 0:02:11
18|Pennsylvania 289(0.22%) 86.16% (249(0.28%) 58.82% 2.3 0:01:14
19|Massachusetts 282(0.21%) 91.49%258(0.29%) 70.57% 1.77 0:00:55
20|North Carolina 281(0.21%) 81.85%(230(0.26%) 45.20% 2.51 0:02:19
21|Tennessee 271(0.21%) 84.13%(228(0.26%) 53.87% 2.58 0:02:00
22(Kansas 260(0.20%) 93.46%(243(0.27%) 76.15% 1.62 0:00:27
23[Missouri 240(0.18%) 78.75%(189(0.21%) 51.25% 2.48 0:02:33
24|New Jersey 231(0.17%) 82.68%(191(0.22%) 50.22% 2.38 0:01:35
25| District of Columbia [196(0.15%) 81.63%(160(0.18%) 60.20% 2.33 0:01:57
26|Indiana 195(0.15%) 78.46%(153(0.17%) 49.74% 2.36 0:01:38




Sessions New Sessions New Users Bounce Rate  Pages/Session Ave. Duration
132,041 67.11% 88,617 55.07% 2.66 0:02:19
27|No Information 192(0.15%) 89.06%(171(0.19%) 82.29% 1.46 0:00:33
28|Wisconsin 185(0.14%) 82.16%(152(0.17%) 51.35% 2.24 0:02:20
29|Nebraska 118(0.09%) 63.56% |75(0.08%) 33.05% 3.25 0:03:22
30|Maryland 114(0.09%) 79.82%|91(0.10%) 50.88% 2.4 0:02:32
31|Kentucky 111(0.08%) 72.07%|80(0.09%) 42.34% 2.8 0:02:41
32(Oklahoma 110(0.08%) 76.36% 84(0.09%) 43.64% 2.98 0:03:46
33|Hawaii 104(0.08%) 83.65%|87(0.10%) 45.19% 2.49 0:01:53
34(New Mexico 95(0.07%) 78.95%75(0.08%) 50.53% 2.65 0:02:15
35|ldaho 94(0.07%) 80.85%|76(0.09%) 51.06% 2.59 0:01:44
36|Louisiana 84(0.06%) 86.90%|73(0.08%) 48.81% 2.44 0:01:29
37|Alabama 83(0.06%) 75.90%|63(0.07%) 44.58% 3.01 0:02:55
38|Arkansas 71(0.05%) 88.73%|63(0.07%) 45.07% 2.42 0:02:22
39(South Carolina 71(0.05%) 81.69% (58(0.07%) 53.52% 2.46 0:01:14
40|lowa 67(0.05%) 88.06%|59(0.07%) 53.73% 2.64 0:02:58
41| Mississippi 42(0.03%) 88.10% |37(0.04%) 47.62% 3.48 0:04:02
42|Montana 40(0.03%) 92.50% (37(0.04%) 57.50% 2.58 0:02:47
43|Maine 39(0.03%) 56.41%|22(0.02%) 66.67% 1.87 0:01:33
44(Alaska 29(0.02%) 96.55%28(0.03%) 41.38% 2.79 0:02:36
45|Rhode Island 23(0.02%) 86.96% (20(0.02%) 52.17% 2.65 0:01:26
46|Wyoming 23(0.02%) 60.87%14(0.02%) 43.48% 1.91 0:01:58
47(South Dakota 22(0.02%) 90.91%20(0.02%) 54.55% 1.91 0:00:30
48|Delaware 21(0.02%) 80.95%(17(0.02%) 47.62% 2.95 0:02:39
49(New Hampshire 21(0.02%) 85.71%(18(0.02%) 61.90% 1.62 0:03:43
50|North Dakota 20(0.02%) 75.00%|15(0.02%) 70.00% 2.05 0:01:50
51{Vermont 12(0.01%) 83.33%(10(0.01%) 25.00% 4.42 0:05:07
52(West Virginia 12(0.01%) 100.00%|12(0.01%) 58.33% 2.42 0:00:40
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