lllinois

APPROVED 211 SERVICE PROVIDER REQUIREMENTS

1) General Requirements

1.1

1.13

1.14

Only a service provider approved by the lead entity may provide 2-1-1 services.
The lead entity shall approve 2-1-1 service providers, after considering all of the
following, and such approval shall be contingent upon 2-1-1 service providers
continuing to meet minimum qualifications as determined by the lead entity:

the ability of the proposed 2-1-1 service provider to meet the prevailing national 2-
1-1 standards and receive and retain accreditation;

the financial stability and health of the proposed 2-1-1 service provider;
the community support for the proposed 2-1-1 service provider;

the relationships with other information and referral services; and
any other criteria as the lead entity deems appropriate.

Continue 24/7 access to 2-1-1 information and referral services with appropriate
documentation using the 2-1-1 dialing code and other multichannel
communication. Notify and seek approval from 211 Illinois if after-hours services
are outsourced prior to outsourcing.

Maintain a regional health and human services database updated annually.

Manage and maintain a telephony and texting system and customer relationship
management (CRM) tool for consumer data collection and directory curation that
meet Inform USA Standards.

Sign a Network Agreement recognizing the 211 Service Act legislation and 211
Ilinois the authority to manage the 211 dialing code, provide governance and
oversight of 211 services, including the ability to design, implement, support, and
coordinate a statewide 2-1-1 system.

Sign a data sharing agreement that grants 211 Illinois privileges to access and
report on your data in the business intelligence platform and statewide online
directory.

Upload agreed-upon aggregate center performance and directory data to the 211
Ilinois Business Intelligence platform to support statewide reporting and oversight
monitoring.

Maintain an active resource directory APl feed into the 211 Illinois Online
Statewide Resource Directory.

Assign a representative to actively participate in the following 211 Illinois
statewide workgroups:
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1.14.1 Data and Reporting (Business Intelligence)
1.14.2 Directory Curation
1.14.3 Network Leadership
1.14.4 Quality and Training
1.15 Purchase and maintain the Inform USA Platinum Membership.

1.16 Purchase the Inform USA Learn Platform and implement it into your training
curriculum.

1.17 Encourage 2-1-1 dedicated staff to achieve individual Inform USA Certification.
1.18 Participate in a business review of your 211 services at least once per year with the
211 Ilinois team.

2) UsEOF 211 ILLINOIS FUNDS

2.1 211 service providers shall not use any funds or any income derived from 211
IWinois to:

2.2 Conduct lobbying activities or otherwise participate in, intervene, or influence any
election, political campaign, law-making, or legislative activity.

2.3 Benefit any particular public official in violation of any law, statute, or ordinance
that otherwise limits gifts to public officials.

2.4 Make any loans, advances, or other extensions of credit to any executives,
officers, or directors (or any relatives of any of the preceding) of the 211 service
providers.

2.5 Provide resources and support to individuals and organizations associated with
terrorism and the terrorist-related lists promulgated by the U.S. Government.

2.6 Message 2-1-1 services that are not aligned with 211 Illinois or the National 2-1-1
Toolkit.

3) RECORD KEEPING AND AUDIT
3.1 Tracking

211 service providers shall track staff work hours at all times. 211 service providers
shall ensure that all staff assigned to provision of 211 services complete and submit
time records at regular intervals.

3.2 Maintenance and Provision of Records

211 Illinois and 211 service providers shall coordinate to provide training regarding
appropriate expenditures to 211 service providers, and 211 service providers shall
provide such training to their staff. 211 service providers shall maintain books,
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3.3

records, original receipts, documents, and other evidence related to this Agreement
to sufficiently substantiate all compensation and expenses related to provision of
211 services (collectively, “Program Records”). 211 service providers will use
commercially reasonable methods to store and protect the Program Records and
shall use no less care in safeguarding the Program Records than it would to
safeguard and protect 211 service providers confidential information. The Program
Records shall be retained for a period of six (6) years after the provision of 211
services ceases. These records shall be promptly provided to 211 Illinois upon 211
Illinois’s written request and shall grant 211 Illinois access, upon written request, to
digital copies of the Program Records.

Audit

Upon reasonable notice, 211 Illinois shall have the right to audit or to have audited
and to copy the books and records of the 211 service providers which in any way
relate to provision of 211 services. When requested by 211 Illinois, the 211 service
providers shall provide 211 Illinois auditors with access to all property and records
and the cooperation of the 211 service providers and its personnel, if any, necessary
to effectuate the audit or audits hereunder. 211 Illinois's auditors shall have the right
to copy any or all documentation relating to provision of 211 services. The 211
service providers shall retain all records for not less than three (3) years after
provision of 211 services ceases. The 211 service providers shall these audit
requirements in its agreements with approved third-party subcontractors. Upon
request by 211 Illinois, all subcontractors shall secure equivalent rights and
information from any or all work related to provision of 211 services.

4) 211 PROMOTION

5)

Provider Requirements

No

211 service provider or other person or organization may disseminate information to

the public about the availability of 2-1-1 or 2-1-1 services in an area of Illinois exceptin
accordance with rules established by the lead entity. All promotional material must be
approved by 211 Illinois before distribution.

DATA COLLECTION AND REPORTING REQUIREMENTS

5.1
5.2

5.3
5.4
5.5
5.6
5.7

Contact Center Data Requirements

211 service providers shall continue to collect, at a minimum, the following data
elements about the conversation had with consumers:

ContactID

Call Date
Contact Type
Caller Type
Zip Code



6)

7)

8)

5.8 City

5.9 County

5.10 State

5.11 Age

5.12 Gender

5.13 Language Spoken

5.14 US Veteran/Active Military
5.15 Need

5.16 Need Outcome

5.17 Need Unmet Reason

5.18 Referral Provider Name

5.19 How did you hear about 2-1-17?
5.20 Are you taking care of another adult? (AARP Caregiver project question)

Resource Database/Directory Data Requirements

211 service providers shall continue to collect, at a minimum, the Resource Database
Data Structure of community assets in the 211 service provider’s service area as noted
in the Inform USA standards version 10. Adherence to the Database Record Data
Elements, Administration Data Elements, and the Classification System/Taxonomy -
Structural Elements.

Statewide Reporting Requirements
211 service providers shall actively participate in the following 211 Illinois statewide
reporting projects:

7.1 ongoing data uploads into the 211 Illinois Business Intelligence Platform for
statewide internal and external reporting.

7.2 ongoing data API feed into the 211 Illinois Online Statewide Resource Directory.
ALIGNMENT AND QUALITY IMPROVEMENT

8.1 Resource Database/Directory Alignment and Quality Improvement

211 service providers shall actively implement recommendations from the
Directory Curation workgroup towards aligning statewide Directory Curation
practices, including indexing changes and classification system/taxonomy
customizations or personalization. 211 Illinois will provide access to quality
improvement dashboards and reporting to make all necessary changes. All
questions and concerns should be brought to the Directory Curation Workgroup
through the 211 service provider’s organizational assigned representative.
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8.2 Quality & Training Alignment and Quality Improvement

211 service providers shall actively implement recommendations from the Quality
and Training workgroup towards aligning statewide quality and training practices,
including customer service improvements, measurements, and workflow
changes. 211 Illinois will provide access to quality improvement dashboards and
reporting to make all necessary changes. All questions and concerns should be
brought to the Quality & Training Workgroup through the 211 service provider’s
organizational assigned representative.
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