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PERSONAL ENRICHMENT THROUGH MENTAL HEALTH SERVICES (PEMHS)
The Family Services Initiative (FSI) is a collective partnership that connects
Pinellas County agencies and resources together to help struggling families.
This annual report summarizes the initiative’s performance and analyzes
the system changes undertaken by the initiative as it responds to the ever
evolving needs of families.
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Highlights for FY 2015-2016
There were significant changes made to the FSI methodology this year that resulted in improved access and
system performance.


Access to the FSI front door through the 2-1-1 system was improved by shifting requests for shelter and
rent assistance from 2-1-1 to PEMHS, thereby reducing 2-1-1’s abandoned calls by 29% compared to last
year.



Emergent Navigation, a new category of service, was introduced through PEMHS. This service provides a
rapid response mechanism for families needing assistance with rent and utilities. Between System
Navigation and Emergent Navigation 563 families received rent assistance, a 250% increase from last
year, which allowed the family to stay in their home.



These mid fiscal year changes resulted in 470 more families receiving assistance, a 26% increase from last
year.



Provided 4,900 nights of emergency shelter for families

FSI played a role in helping with two community crises this year:
the closure of the Mosley Motel and the flooding of the Mariners
Cove Mobile Home Park. At the Mosely Motel, a total of 12 families
were helped through FSI for a total of $13,585 in assistance. In addition, some families living in Mariners Cove received system navigation and relocation or rent assistance.
FSI also worked to improve the capacity of all stakeholders by
hosting Camp Collaboration throughout the summer. Camp Collaboration offered a six-week staff training series on critical topics such
as child welfare, housing, home visiting, back to school, teens, and
behavioral health.
An FSI Story:
A mom and her three children became homeless after the grandmother's home they were living
in was condemned. Mom's driver’s license expired and she was having a difficult time finding
employment without a valid ID.
The family was assisted with move-in expenses, including
deposits for rent and electric, groceries, and renewing her license. The family was also signed up
for Build-a-Bed and referred to Early Learning Coalition for child care.

Healthy Parents + Healthy Kids = Healthy Strong Families

Who Are The Families Served By FSI ?
The typical FSI family is a single adult with one child living in a high need ZIP code. The majority of the
families are Black, non-Hispanic, with incomes under 100% of the Federal Poverty limit (FPL). One hundred percent of the federal poverty level for a single parent with one child in 2016 was $15,930.
Race

Percent

BLACK

55%

WHITE

39%

MULTI-RACIAL

5%

ASIAN

0.5%
Ethnicity

Percent

NON-HISPANIC

91%

PUERTO RICAN

3%

SPANISH/LATINO

2%

OTHER HISPANIC

3%

MEXICAN

1%
Poverty Status

Percent

Under 100% Poverty

76%

Between 100% and 150% Poverty

20%

Between 150% and 200% Poverty

4%

Over 200% Poverty

0.4%

Data Sources: CFBHN HDS

Families served in Emergent Navigation
are similar to other FSI families, however these families are more likely to have
higher income, with 57% having income
greater than 100% of poverty.
Data Sources: CFBHN HDS

An FSI Story:
A family was referred to FSI for issues with truancy and employment. System Navigation
provided bus passes through the Pinellas Suncoast Transit Authority’s Transportation
(PSTA) Disadvantaged Program for the family and helped the mother apply for a job as a
cook in the cafeteria at her child’s school. The family now has greater economic security
and the child is not tardy or truant because mother and child have the same schedule at
the same location.
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2-1-1 The FSI Front Door
2-1-1 is the primary access point for families in need. In FY15-16, 2-1-1 had almost 30,000 incoming calls
from families seeking assistance. Last year, FSI became concerned about the number of abandoned
calls at 2-1-1. Abandoned calls are sensitive to a number of factors, including the volume of calls coming
into the call center and the amount of time spent on the phone with a family. The following steps were
taken in an effort to increase the number of calls 2-1-1 answers:
 Families requesting rent and utilities were referred to PEMHS. This removed the administrative burdens of approving rent and utilities off the call agents. In addition, it allowed PEMHS to triage families
into two categories: those who only needed immediate financial assistance and those who could benefit from system navigation.

 2-1-1 updated their Interactive Voice
Response (IVR) system which more
accurately routes callers to the correct call agent to assist them.

These changes over the last year resulted
in 2-1-1 achieving an average talk time
goal per call of 7 to 9 minutes by reducing their talk time by 3 minutes and 40
seconds. In addition, 2-1-1 was able to
reduce the total number of calls abandoned for the year by 29% compared to
last year.
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 2-1-1 also added a call back feature
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Data Source: 211 ACD Reports

Central Florida Behavioral Health Network– Utilization Management
Central Florida Behavioral Health Network (CFBHN)
oversees the coordinated content management
system where all requests for families are processed. CFBHN is responsible for ensuring all requests follow the FSI manual guidelines.
 CFBHN processed 4,695 authorizations for
financial assistance during FY15-16.
 The average response time for all requests was
2 hours, 58 minutes.
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What Do Families Receive?

Incidental Spending FY 15-16

Average Cost Per Family
All Families (Unduplicated)*

$814

Non-System Navigation

$483

All PEMHS System Navigation

$1,030

Emergent Navigation

$987

 An additional 470 families were served
this year without increasing the FSI
budget.
 The average cost of rent assistance for a
family was $949 and the average cost
of utilities was $280.
Data Source: JWB FSI Reconciliation

Who Is Served By PEMHS System Navigation?

PEMHS System Navigation assist families in need through coordinated services and successful linkages to community resources. System Navigation typically last approximately 30 days.
 PEMHS System Navigators served a total of 1250 unique families (1247
Adults , 1985 children) in FY 15-16
 182 families were designated Emergent Navigation, a rapid response service lasting 7 to 10 days for families with less complex needs
 98% of families cases were closed successfully

What Are The Outcomes For Those Families

FSI Year in Review FY2015 - 2016

Family Self-Sufficiency Matrix Scores by Domain
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 PEMHS System Navigators
use a Family SelfSufficiency Matrix to rate
family need on a 5-point
scale and measure
improvement after
services.
 There was a statistically
significant improvement in
family scores when
comparing before services
and after services.
 The greatest improvement
was in Housing, Access to
Services, and
Transportation.
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Data Sources: PEMHS Avatar Report

4

January 24, 2017

