311 Community Referrals to the
Policing Alternatives & Diversion
Initiative
Atlanta, GA

The Problem
For decades, our current systems have failed to provide care
and support for those who needed it the most. Instead, local and
state governments have criminalized survival activities. They
have used police intervention and detention as the primary
responses to social issues of substance use, mental health
challenges, and homelessness. This reliance on policing has
caused great harm to both individuals and communities left in
the wake, with Black communities and other people of color
bearing the greatest burden.
The cycle of arrest and incarceration does not address the actual
issues that drive quality of life concerns. Instead, it pushes
people even further to the margins, away from the connections
and resources that support stability and wellness. In the
meantime, communities continue to suffer from a lack of
housing options and consistent access to income, mental health
and substance use services, and medical care.

Changing the response to:

A New Approach to
Community Safety &
Wellness
Developed out of a campaign led by the
Solutions Not Punishment Coalition in
2013, PAD is an independent non-profit
created to achieve the following goals:

• Reduce arrest and incarceration of
people experiencing challenges
related to substance use, unmet
mental health needs, and extreme
poverty
• Increase the accessibility of housing,
behavioral health and other
resources in Atlanta and Fulton
County
• Address community concerns related
to these issues

Our Strategies
•

Provide immediate alternative to
arrest for individuals detained by law
enforcement (LEAD)

•

Provide immediate or scheduled
consent-based outreach to
individuals referred through the City
of Atlanta 311 Line

•

Reduce barriers to stability and
increase community connections
through care navigation, emergency
housing, and direct supports

•

Serving City of Atlanta, Monday –
Friday, 7am – 7pm

Designing PAD 311 Community Referral Response

We Studied
3.5 years of 911 call data

We Surveyed
597 City of Atlanta residents

We Listened
to 185 community members in
3 virtual listening sessions

We Collaborated
with advocacy organizations,
service providers, and public
agencies in 6 working groups

City of Atlanta 911 Calls for Service, 2017 - 2019
• Commissioned study of 3 million calls for
service
• Atlanta is consistent with cities across the
country, where recent studies have shown
4-8% of all calls are for issues involving
violence
• Identified “Calls of Focus” to describe the
type of calls that may be suitable for
diversion or deflection from 911 (approx.
600,000 or 18.4% of all calls).

City of Atlanta 911 Calls for Service, 2017 - 2019
Calls of focus: Source Type & Priority

• 41% of “Calls of Focus” came through
the 404-678-6666 number, which is
answered by 911 operators
• Another 20% were generated by PD
(eg. directed patrols or incidents
reported by police)
• 93% of all Calls of Focus were
assigned either a 20-minute or 50minute response.

Community Survey

Likelihood to Refer to Harm Reduction Teams through 311
Yelling and causing a public disturbance

73%

Living in an abandoned building

65%

Bathing in a public bathroom or fountain

60%

Living in a tent in the local park

60%

Sleeping on sidewalk or private outdoor space

59%

Using drugs in a public place

Definitely or probably yes
Unsure

59%

Definitely or probably not
Trading sex or goods in public place

57%

Selling drugs in a public place

48%

Sleeping in car

40%

Asking for money on the street

29%
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Community Listening Sessions
Co-Hosting Organizations
• 4Ward Working Group

• Midtown Neighborhood

• Annie E. Casey Foundation
• Atlanta Downtown Neighborhood

Association
• Movement for Black Lives Greater

Association

Atlanta

• Black Futurists Group

•

Sister Love

• Fourth Ward Business Association

•

Solutions Not Punishment Co.

• Gateway Center

•

Southerners On New Ground

• Georgia Equality

•

St. Mark United Methodist Church

• Little Five Points Business Association

•

Urban League of Greater Atlanta

•

Women On The Rise

98%
of 185 community members who
participated in listening sessions think
that the option to call 311 for
community concerns related to
mental health, substance use and
poverty would make their community
safer.

Activities Referred to PAD through City of Atlanta 311 Line

1. Disturbance

2. Public Indecency

3. Mental Health

4. Substance Use

Yelling, interfering with business,
noise, in traffic, unwanted contact,
harassment, refusing to leave
private property, blocking street,
blocking driveway, blocking
business

Bathing in public bathrooms
or fountains, naked on street,
naked in business, naked in
public place, sexual activity in
public place

Disoriented, erratic, agitated,
talking to self, distraught

Drug activity, drunk, high,
unconscious, passed out,
using drugs in public,
drinking in public

5. Basic Needs

6. Welfare

7. Public Health

Food, clothing, shelter,
hygiene, sleeping in public
place, sleeping outside,
sleeping on sidewalk, sleeping
in doorway, taking food

Upset, asking for help, asking
for food, asking for money,
health issues, weather
exposure, wellbeing

Using the bathroom in public,
defecating on street, urinating on
street, used needles, used
condoms, piling trash, eating
from trash

City of Atlanta 311 Call Triage
Call to ATL311 Supportive
Services Delivery

Emergency calls
re-routed to 911

Mobile crisis line

Re-routing to
other lines

Referrals to
phone support

Resource requests re-routed
to United Way 211

Peer warmlines

Referrals to
in-person
services
PAD Responders for
substance use, mental
health, poverty concerns

Mayor’s Office of
Constituent Services for
encampment concerns

Referrals for walk-in services

Community Referrals: January – September 2021 Data
KEY HIGHLIGHTS

•
•
•
•
•
•
•

Top 311 Caller Concerns

PAD received 747 referral requests
through ATL311, with 679 unique calls
(excluding duplicate/ineligible).
85.4% callers referred someone else
14.6% callers requested assistance
for themselves
290 referral requests designated as
immediate response, with an average
response time of 18 minutes
248 requests scheduled for outreach,
with 93.5% completed within 72 hours
133 requests provided with phonebased assistance and navigation
8 requests received from partner
agencies
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Our Approach: Harm Reduction

Community Support
“I am very happy with the response and open
communication with the PAD team. They were
very quick to respond and send a follow-up on
the referral I submitted. Very helpful service
overall.”
“I appreciate PAD existing and being an
appropriately trained body to handle these
sorts of incidents. I really appreciate PAD
having trained professionals to respond.”
“I want to extend my gratitude for the entire
team who assisted with this call and put great
effort trying to provide the right solution for
this gentleman.”

- City of Atlanta 311 Caller Survey
14

Thank you!
Policing
Alternatives
& Diversion
Initiative

• Midtown Neighborhood Association
• Movement for Black Lives Greater

www.atlantapad.org
info@atlantapad.org

Atlanta
•

Sister Love

•

Solutions Not Punishment Co.

•

Southerners On New Ground

•

St. Mark United Methodist Church

•

Urban League of Greater Atlanta

•

Women On The Rise

