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What is Just1Call?

One-stop access to:
• Comprehensive       

Information and 
Assistance

• Assessment of Need
• Resource Coordination
• Advocacy
• Linkage to Services 

and Products
• Follow-up



• Senior citizens
• Adults with     

disabilities
• Families & caregivers
• Service providers

Who does Just1Call 
serve?



Why contact Just1Call?

• Adult Day Care
• Home maintenance
• Education
• Employment
• Prescription 

Assistance
• Housing/shelter
• In-home services
• Transportation

• Assistive Devices/ 
Technology

• Nutrition

• Recreation and 
Socialization

• Caregiver support

• Medical services

• Volunteer 
opportunities



Just1Call is accessible

• Local telephone              
704-432-1111

• Toll-free telephone            
877-889-0323

• World Wide Web
www.just1call.org

• TTY  704-336-4756
• Fax  704-353-0651
• Congregate sites
• Home visits



Just1Call:  
Improving Quality of Life

• Providing access management
• Linking customers to service 

providers and mediating 
transactions

• Informing, educating, and 
empowering customers

• Advocating on behalf of its 
constituency

• Enhancing accountability in 
government service provision 



Senior citizens
Adults with disabilities
Families & caregivers
Service providers & 
healthcare professionals
Business and corporate 
community

Who does Just1Call 
benefit?



100% of service providers 
updated annually.  For FY04, 
the Just1Call database was 
completely updated by April 1. 
Voluntary updates from 
service providers have 
increased from 30% to 84%.

Did you get accurate 
information about service 
providers from Just1Call?
(Survey response, FY04, YTD)

Information Currency

Yes: 99%



Aging Survey (1996 - 97):  34.8% of seniors 

were unaware of  how to obtain information 
on services they need.

Initiation of SMOA Project by Charlotte-
Mecklenburg Aging Coalition.
Obstacles: Turf, Politics, History.

Department of Social Services
appointed as Lead Agency.

Early Research & 
Community Involvement



7 Groups.   80+ diverse participants.7 Groups.   80+ diverse participants.

Participants did not like:

Automated Systems.
Having to repeat information.
Unknowledgeable helpers.

Participants wanted:

One number, One human to call.
Diverse methods of contact.
More follow-up.

Focus Groups



Just1Call looked for:
Commitment.
Expertise.
Diversity.
Buy-In.

“ Ground Rules for Effective Groups”

Creating Just1Call:
“The Design Team”

“A camel is actually a horse 
created by committee.”



Analyze & prioritize
customer/community needs.

Addition of Adults with Disabilities .

Research current environment.
Locally. Regionally. Nationally.

Develop operational guidelines, 
protocols and workflow.

Emphasize Prevention.

Design Team: Objectives 
& Strategies



GOALS:GOALS:

Conceptual & Strategic 
Design

• Customer Service  
• Technology
• Financial
• Marketing



The Most Vital AssetThe Most Vital Asset.

Determine staff qualifications.  
Social workers.
Extensive field experience.

Volunteer versus paid staff?

Thorough, comprehensive 
training.

Human Resources



Comprehensive Market Research and Analysis.
Develop & Test Recognizable Name, Logo, Tag Lines.  
Design on all printed material. Multi-lingual.
Web design. Must be “senior-friendly.”
Market to diverse populations.
Non-traditional look & feel.

Marketing & Promotion

Marketing Objectives:Marketing Objectives:

An innovative approach to
County government services.



Follow-Up Completed routinely
by the social worker.

Quality Assurance
3-5 days. Random 20%.

Impact 21 days.
Random 20%.

Tracking Program Benefits: 
Follow-Up, Quality Assurance, 

Impact



Customers who 
reported 
satisfaction 
with Just1Call 
services

(Survey response, 
FY 04, YTD)

Customer Satisfaction

99.5%



Customers for 
whom 
appropriate 
resources have 
been identified

(Survey response, 
FY 04, YTD)

Linkage

98.8%



Customers who 
had contact 
with service 
providers at the 
time of or 
subsequent to 
contact with 
Just1Call

(Survey response, 
FY 04, YTD)

Contact

97.0%



Customers 
who have 
begun 
receiving 
services 
within 21 days 
of contact
(Survey response, 

FY 04, YTD)

Service

91.5%



Empowerment

99.8%

Customers who 
gained 
knowledge and 
understanding 
of services as a 
result of calling 
Just1Call 

(Survey response,    
FY 04, YTD)



General well-
being/improvement 
in quality of life

Finances
Physical/mental 

health
Environmental 

conditions
(Survey response, 

FY 04, YTD)

Positive Outcomes

96.9%







In a 2002 survey of older adults in 
Charlotte-Mecklenburg, the #1 need  
indicated by respondents was for 
information on services for seniors.

According to NC census projection, in 
2003, for the 1st time in Mecklenburg 
County, the rate of growth of adults 60+ 
is greater than that of children 17 & 
younger.

Just1Call - Needed now, 
and in years to come



76% of Americans age 50-79 say their 
health is “good” or “very good,” as per a 
report by AARP.  (Roper,  2002)

J1C promotes a proactive service, with a 
significant concentration on the needs of 
active and mobile adults, by providing on-
site services in locations where those 
seniors congregate.

J1C provides information & assistance to 
prevent benign issues from becoming 
costly and critical.

Just1Call - Preparing 
for the Future



Comprehensive Research and Analysis.
Develop & Test Recognizable Name, Logo, Tag Lines.  
Design on all printed material. Multi-lingual.
Web design & Maintenance.
Outcome measurements.
Market to diverse populations.

Marketing & Promotion

Marketing Objectives:

An RFB was issued to market Just1Call in the 
private-sector.
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All Calls Concerning 
Customers
(Annual Total)
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Web site Visits
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Permanent, Full-time Social 
Workers--All with experience, 
skills, and knowledge in the 
aging and disabilities fields.

1 Social Work Supervisor

1 Office Support Staff

Staffing



Approved  by Mecklenburg County 
Board of County Commissioners:
Development cost: $285,000 over 
three years -

aSoftware development
aAutomation hardware
aTelecommunications equipment
aPersonnel

First annual operating budget $830,000

aPersonnel
aMarketing
aSoftware Development
aOperating expenses

Money



Fully accountable to county 
taxpayers and elected officials.

Operating costs have not increased, 
while output significantly has, 
since program launch in 2000.

Investing in the custom design of  
our automation system has saved 
many update & maintenance dollars.

Just1Call - Fiscally 
Responsible



Cost per contact to 
Mecklenburg County taxpayers

(FY 03, 04)
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J1C customers make one call, saving 
time, money and energy.

Service providers benefit by having 
prospective clients screened and 
better prepared for the intake 
process and entry into service 
delivery.

Corporations such as Duke Energy 
have used Just1Call to educate their 
workforce on caregiving resources, 
reducing lost work time.

Just1Call - Financially 
Beneficial



J1C staff interventions result in cost 
avoidance:   
protective services, emergency 
medical services, hospital 
admissions, mental health, nursing 
care placement.  

J1C stimulates economic activity!  
Over 86,000 referrals to 2,364 
unduplicated programs/service 
providers since beginning operation.

A J1C customer is a smarter 
consumer

Intangibles



A market for 
Information & Assistance Services
71% of stakeholders surveyed indicated 
they would use an Information & 
Assistance Service.  (Fac Find Inc., 6/01)

50%, 89% and 86% of African-
American, Vietnamese and Hispanic 
households, respectively, indicated they 
would use an Information & Assistance 
Service (Fac Find Inc., 6/01)

General use of Just1Call has increased 
21% from 2002 - 2003.   Use among 
non-Caucasians has increased 27% over 
the same period.

Market Research and 
Program Use Data



Just1Call Design Team:  
In touch with Charlotte’s Health Care needs.  
Full participation from competing Hospital 
Authorities and community-based in home 
providers.

Just1Call Community Advisory Group:
Hospitals.
Health & Human Service Educators.
Consumers & Advocates.

Obtaining Community Buy-In:  
Successful Partnerships -

Then & Now



Some community partners in 
Just1Call’s current operation:

Salvation Army.
Charlotte Housing Authority. 
Senior Citizens Nutrition 
Program.
DSS Community Social 
Work Program.

Just1Call is completely mobile.

Effective Community 
Integration



United Way of Central CarolinasUnited Way of Central Carolinas

Consumer research indicated that the  
resource database in use had to be expanded.
Addition of for-profit providers required the
development of reasonable inclusion & exclusion
criteria.
Successful co-maintenance of service provider 
data by Just1Call & the United Way.

Collaboration works !

Collaboration at its Best



In its report on Long-term care 
reform, the NC Dept. of Health & 
Human Services singled out J1C as 
“an innovative model of and 
information and assistance 
program.”

The state of Texas, seeking to redesign 
its statewide access system, asked J1C 
to present at its Council of 
Governments Planning Summit, and 
said, ”Just1Call was a winner in 
every way.”

J1C: A Model for Other 
Communities



The process used to design the human 
service component of Just1Call can be 
replicated, but requires commitment of 
the community.

The Just1Call automation system is in 
the public domain.  

The financial investment of the 
receiving entity would be in 
customizing the code to fit their 
automation and service delivery 
environment.

A High Potential for 
Replication



Turf Issues: Individual program 
needs Vs. the greater good of 
the community.

Competition between for-profit
not-for-profit  providers.

Competition between public 
and private sector.

Some Obstacles Incurred:
Challenges Overcome



Distrust of government 
programs, especially among the 
elderly and recent immigrants.

Staffing: The higher cost of 
social work professionals Vs. 
Information Specialists.

Marketing and providing 
effective Just1Call services to 
the multicultural and 
international communities.

Some Obstacles Incurred:
Challenges Overcome















Local, State, National

National Association of Counties (NACo) Award for 
Innovative Programming

Charlotte Chamber of Commerce Blue Diamond 
Award for Best Corporate Information Technology

NC Electronics & Information Technology 
Association Top Government/Nor For Profit 
Technology of the Year

NC Alliance of Information & Referral Systems 
Individual of the Year.

Mecklenburg County’s Managing For Results Award

Geriatric Best Practice!

Awards & Recognitions



1-877-889-0323
(toll-free)

www.just1call.org



Geriatric Best
Practices

Good Day Charleston!


