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APPROVED 211 SERVICE PROVIDER OVERSIGHT PoLICY AND PROCEDURE
1) PURPOSE

Pursuant to the Illinois 211 Service Act (20 ILCS 1335/1-60), 211 Illinois NFP (“211 Illinois”)
has been designated the Lead Entity for administration of the 211 number and oversight of
211 Services in the state of Illinois. As Lead Entity, 211 Illinois approves 211 service
providers for participation in provision of 211 Services in Illinois pursuantto 20 ILCS
1335/30 and works with such providers to ensure 211 Services are delivered in keeping with
statutory requirements and industry standards. 211 Illinois distributes local, state,
national, and federal funds to such providers and, as a steward of public and private
dollars, ensures these providers uphold contractual obligations, meet community
expectations, and adhere to compliance and quality demands.

Consistent with this legislative mandate, 211 Illinois may rescind its approval of any such
approved 211 service providers for failure to comply with these requirements pursuant to
20 ILCS 1335/30. 211 Illinois has developed this Approved 211 Service Provider Oversight
Policy (“Policy”) to establish procedures for support, correction, and rescission of
Approved 211 Service Provider status in the event an approved 211 service provider fails to
meet the requirements of 211 Illinois under the 211 Service Act. 211 Illinois maintains the
right to modify and tailor any procedure or corrective action in this Policy to a given
Approved 211 Service Provider’s specific situation and conduct as necessary to fulfill 211
Illinois’ legislative mandate.

2) DEFINITIONS
2.1 211 Ilinois Network

“211 Illinois Network” means the oversight program administered by 211 Illinois for
management of the 211 number statewide, coordination of a statewide 211 system in
Illinois, and compliance with the 211 Service Act.

2.2 211 Services

“211 Services” refers to information and referral services accessible to users dialing 2-1-1
by telephone in the state of Illinois to be connected with local community resources for a
broad range of social, health, and human-service needs.



2.3 211 Service Provider

“211 Service Provider” is any provider of 211 Services in Illinois, regardless of review or
approval status, including those executing 211 contact center or directory curation
services.

2.4 Approved 211 Service Provider

“Approved 211 Service Provider” means an organization recognized by 211 Illinois as an
“approved 211 service provider” under 20 ILCS 1335/10, as further detailed in 211 Illinois’s
211 Service Provider Certification Policy and Approved Service Provider Listing Policy.

2.5 Approved 211 Service Provider Listing

“Approved 211 Service Provider Listing” means the list of Approved 211 Service Providers
published and regularly updated by 211 Illinois on its public website.

2.6  Community Partner

“Community Partner” means any individual or entity that provides or coordinates health
and human services in lllinois and is not a Funding Partner.

2.7 Executive Committee
“Executive Committee” means the 211 Illinois Board of Directors Executive Committee.
2.8 Funding Partner

“Funding Partner” means any individual or entity that facilitates funding for 211 Illinois or
for delivery of 211 Services in Illinois.

2.9 Network Agreement

“Network Agreement” means a Network Partner Agreement which 211 Illinois may enter
into with an Approved 211 Service Provider for further delineation of the Approved 211
Service Provider’s responsibilities under the 211 Service Act.

2.10 Subcontractor Agreement

“Subcontractor Agreement” means any contract other than a Network Agreement which
211 Illinois may enter into with an Approved 211 Service Provider for provision of 211
Services.
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3) APPLICABILITY

This Policy shall apply to all 211 Service Providers, regardless of status, including Approved
211 Service Providers which are recognized as such by 211 Illinois under 20 ILCS 1335/30,
pursuant to 211 Illinois’s 211 Service Provider Certification Policy, and included by 211
Illinois in the Approved 211 Service Provider Listing, pursuantto 211 Illinois’s Approved
Service Provider Listing Policy .

4) APPROVED 211 SERVICE PROVIDER REQUIREMENTS
4.1 Applicable Requirements
Approved 211 Service Providers are subject to all requirements imposed by 211 Illinois

pursuant to 20 ILCS 1335/20 and 1335/30, including the following:

a. Rules published by 211 Illinois for Approved 211 Service Providers on its public
website,

b. Requirements imposed by 211 Illinois under any Network Agreement with an
Approved 211 Service Provider,

c. Requirements imposed by 211 Illinois under any Subcontractor Agreement with an
Approved 211 Service Provider, and

d. Standards published by Inform USA for delivery of information and referral and 211
Services and Inform USA accreditation.
4.2 Failure to Comply
211 Illinois may implement corrective measures under this Policy when an Approved 211
Service Provider:
a. Fails to meet the standards setin the 211 Service Act,
b. Fails to adhere to standards published by 211 Illinois on its website,

c. Breaches any representation, warranty, covenant, or promise under a Network
Agreement or Subcontractor Agreement with 211 Illinois,

d. Fails to perform, comply with, or otherwise defaults on any of its obligations under a
Network Agreement or Subcontractor Agreement with 211 Illinois, or

e. Fails to adhere to Inform USA standards and to obtain or maintain Inform USA
accreditation.
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5) PERIODIC REVIEW AND COMMUNITY REPORTING
5.1 Periodic Review

211 Illinois shall review and monitor the Approved 211 Service Providers continued ability
to perform their obligations in providing 211 Services in Illinois. Periodic reviews are
oversight reviews consisting of certification review around the 211 Service Act
requirements, business review of current performance and outcomes, and technical
support, guidance, and corrective action review around outstanding performance or
certification issues. During these reviews, 211 Illinois may request the following
information from an Approved 211 Service Provider as part of its periodic review:

a. Generalinformation regarding program outcomes;

b. 211 Program Budget and Expenditure reports;

c. Financial audits;

d. Reimbursement reports;

e. Directory and Contact Center performance data and reports; and
f. Deliverables tracking data and reports.

211 Illinois may also perform onsite reviews of an Approved 211 Service Provider’s
operations as may be deemed necessary by the 211 Illinois team, the State of Illinois, or
the 211 IUlinois Board of Directors.

5.2 Community Reporting

In addition to oversight periodic reviews, 211 Illinois may receive notifications (“Partner
Notifications”) from Community Partners and Funding Partners (each a “Notifying Entity”)
reporting concerns with an Approved 211 Service Provider’s performance. 211 Illinois will
keep a record of each such Partner Notification. 211 Illinois will redirect the Community or
Funding Partners back to the Approved 211 Service Provider to express their immediate and
ongoing concerns. Where unresolved or unresponsive, 211 Illinois may conduct interviews
to obtain more information. However, upon the receipt of two (2) Community or Funding
Partner Notifications, whether from the same Notifying Entity or a different Notifying Entity,
211 Illinois may, in its discretion, choose to gather further information by means of one or
more of the following:

a. Scheduling a time to meet with the Community or Funding Partner to better
understand the nature of the complaint and longevity of the issue;
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b. Researching the nature of the complaint and documenting credible corroborating
information;

c. Presenting the complaint to the Approved 211 Service Provider for the Approved 211
Service Provider’s review and response;

d. Meeting with the Approved 211 Service Provider to discuss the issue;

e. Convening a meeting with the Approved 211 Service Provider and concerned
Community Partner or Funding Partner to discuss the issue; and

f. Documenting the unresolved issues by requesting either a Technical Assistance
Plan (“TAP”) or Corrective Action Plan (“CAP”) from the Approved 211 Service
Provider.

6) TECHNICAL ASSISTANCE PLAN

Upon identifying an issue with Approved 211 Service Provider performance or compliance,
211 Illinois may in its discretion implement a Technical Assistance Plan (“TAP”). The TAP is
designed to help improve Approved 211 Service Provider’s performance through 211 Illinois
coaching and support. The following steps shall comprise the TAP.

6.1 Leadership Meeting

211 Illinois will develop a written report detailing all findings and email the report with next
steps to be taken to the Approved 211 Service Provider’s executive director or similarly
delegated representative. 211 Illinois and the Approved 211 Service Provider shall identify a
mutually agreeable time for the Approved 211 Service Provider’s executive director or
similarly delegated representative and a 211 Illinois representative to meet to discuss the
need for a TAP and next steps.

6.2 TAP Request

After the meeting, 211 Illinois shall submit a written request to the Approved 211 Service
Provider requiring that the Approved 211 Service Provider develop and complete a TAP. The
written request shall contain 211 Illinois’s expectations, deadlines, and a template for use
in the TAP’s development.

6.3 Development Timeline

The Approved 211 Service Provider shall have thirty (30) days upon receiving a TAP request
to develop and submit the TAP to 211 Illinois for review.
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6.4 TAP Acceptance

211 Illinois shall review the TAP and either (i) approve the TAP as submitted, or (ii) request
revisions from the Approved 211 Service Provider within thirty (30) days of receiving the TAP.
If 211 IWinois requests revisions, the Approved 211 Service Provider shall have fourteen (14)
days upon receiving the request to revise the TAP. 211 Illinois may require several iterations
of revisions to the TAP before granting approval.

6.5 Progress Checks

Once the TAP has been approved, 211 Illinois may request monthly written progress reports
and evidence of TAP compliance from the Approved 211 Service Provider. 211 Illinois may
request phone or video conference meetings to provide additional clarification of a written
progress report.

6.6 TAP Deadline

211 Illinois shall determine the TAP full compliance deadline, not to exceed ninety (90) days
from TAP approval. The Approved 211 Service Provider may request an extension by
submitting a written extension request to the 211 Illinois Executive Director prior to the
original completion deadline, which request 211 Illinois may grant or refuse in its
discretion.

6.7 TAP Completion

Upon the Approved 211 Service Providers’ successful completion of the TAP, 211 Illinois
shall provide written confirmation to the Approved 211 Service Provider of TAP completion
and the conclusion of the TAP process.

6.8 Additional Measures

If 211 IWinois determines that the TAP is not completed timely or that the Approved 211
Service Provider has not successfully addressed the concerns necessitating the TAP, 211
Illinois may take further action in its discretion, including but not limited to the requirement
of a Corrective Action Plan (“CAP”). Where 211 Illinois determines that the issues to be
addressed are egregious or significantly damaging to the 211 brand, statewide funding, or
maintaining statewide coverage, 211 Illinois may choose in its discretion not to implement
a TAP, and move directly to a Corrective Action Plan as discussed below.
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7) CORRECTIVE ACTION PLAN

A Corrective Action Plan (“CAP”) may be used when concerns from a TAP have not yet been
satisfactorily resolved, or when 211 Illinois determines that the issues to be addressed are
egregious or significantly damaging to the 211 brand, statewide funding, or maintaining
statewide coverage. If 211 Illinois determines a Corrective Action Plan is needed, 211
Illinois shall take the following steps.

7.1 Leadership Meeting

211 Illinois shall request a meeting with the Approved 211 Service Provider’s executive
director, or similarly delegated representative, and its board chair to discuss the need for
additional and urgent corrective action.

7.2 CAP Request

After the meeting, 211 Illinois shall submit a written request to the Approved 211 Service
Provider requiring that the Approved 211 Service Provider develop and complete a CAP. The
written request shall contain 211 Illinois’s expectations, deadlines, and a template for use
in the CAP’s development.

7.3 Development Timeline

The Approved 211 Service Provider shall have thirty (30) days upon receiving a CAP request
to develop and submit the CAP to 211 Illinois.

7.4 CAP Acceptance

211 Illinois shall review the CAP and either (i) approve the CAP as submitted, or (ii) request
revisions from the Approved 211 Service Provider within thirty (30) days of receiving the
CAP. If 211 Illinois requests revisions, the Approved 211 Service Provider shall have
fourteen (14) days upon receiving the request to revise the CAP. 211 Illinois may require
several iterations of revisions to the CAP before granting approval.

7.5 Progress Checks

Once the CAP has been approved, 211 Illinois may request monthly written progress
reports and evidence of CAP compliance from the Approved 211 Service Provider. 211
Illinois may request phone or video conference meetings to provide additional clarification
of a written progress report.
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7.6 CAP Deadline

211 Illinois shall determine in its discretion the deadline for completion of the CAP, which
shall be no less than thirty (30) days and no more than ninety (90) days from CAP approval,
based on the breadth of action required and concerns identified. The Approved 211 Service
Provider may request an extension by submitting a written extension request to the 211
Illinois Executive Director prior to the original completion deadline, which request 211
Illinois may grant or deny in its discretion.

7.7 CAP Completion

Upon successful completion of the CAP, 211 Illinois shall provide written confirmation to
the Approved 211 Service Provider of CAP completion and the conclusion of the CAP
process.

7.8 Additional Measures

If 211 Ilinois determines that the CAP is not completed timely or that the Approved 211
Service Provider has not successfully addressed the concerns necessitating the full CAP
completion, 211 Illinois may in its discretion extend the deadline for completion of the CAP,
or 211 Illinois may take further action in its discretion, including but not limited to the
following:

a) Notify local Community and Funding Partners like the United Way, health
department, municipal or county government, and state legislators of the issues
affecting the Approved 211 Service Provider and actions taken by 211 Illinois to
address the issues.

b) Notify the Illinois Department of Human Services of the issues affecting the
Approved 211 Service Provider and actions taken by 211 Illinois to address the
issues.

c) Withhold any current or future 211 Illinois or state funding from the Approved 211
Service Provider until 211 Illinois determines that the issues affecting the Approved
211 Service Provider have been satisfactorily addressed.

d) Terminate the Network Agreement and any Subcontractor Agreements with the
Approved 211 Service Provider.

e) Route the 211 number to another approved 211 service provider or terminate
routing until issues are resolved.

f) Change the Approved 211 Service Provider’s status to “conditional,” “suspended,” or
“revoked” pursuant to Section 8 below.
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8) RESCISSION OF APPROVED STATUS
8.1 Grounds for Rescission

211 Illinois may in its discretion rescind an Approved 211 Service Provider’s status as an
approved 211 service provider at any time for failure to meet the requirements of 211
Illinois or the 211 Service Act under ILCS 1335/30, including but not limited to the Approved
211 Service Provider:

a) Refuses to timely comply with a TAP or CAP request from 211 Illinois.

b) Ceases at any time to prosecute a currently effective TAP or CAP in good faith as
determined by 211 IlUlinois.

c) Fails to address the concerns necessitating a TAP or CAP to the satisfaction of 211
Illinois upon plan completion.

d) Fails to continue compliance with regard to issues formerly resolved through a TAP
or CAP.

e) Breaches or fails to comply with a Network Agreement or Subcontractor Agreement
with 211 Ilinois or violates the requirements set forth in the 211 Service Act.

8.2 Notice of Rescission

Upon its decision to rescind an Approved 211 Service Provider’s approved status, 211
Illinois shall notify the Approved 211 Service Provider in writing of the rescission and shall
indicate removal of the provider’s approved status in the Approved 211 Service Provider
Listing.

8.3 Additional Measures
After rescission of approved status, 211 Illinois may take further action, including but

limited to the following:

a) Request the former Approved 211 Service Provider to leave the 211 service network
with a planned exit date.

b) Remove the former Approved 211 Service Provider’s access to the 211 dialing code
in the state of Illinois with a planned termination date.

c) Reportthe former Approved 211 Service Provider to the 211 Illinois Board of
Directors and to the Illinois Department of Human Services pursuant to Section 9
below.
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d) Update the 211 Service Provider Listing with the change in status on the 211 Illinois
website.

8.4 Continuity of Services

Once removal of a former Approved 211 Service Provider is determined, 211 Illinois will
work collaboratively with local planning partners to implement a continuity plan to protect
callers and referral partners during transitions. Where collaboration is not possible, 211
Illinois will work independently to ensure a transition of services to an Approved 211
Service Provider.

8.5 Appeal of Removal

Written appeal of 211 Illinois’s decision to remove an Approved 211 Service Provider may
be submitted in writing by the former Approved 211 Service Provider within fourteen (14)
business days of its receipt of the removal notice. The repeal will be reviewed by the
Executive Committee of the 211 Illinois Board of Directors and a final decision will be made
within thirty (30) business days.

9) REPORTING AND ENFORCEMENT

If at any time a former Approved 211 Service Provider provides 211 Services following its
removal from approved status by 211 Illinois, 211 Illinois may report the Approved 211
Service Provider’s violation of 211 Service Act to the Illinois Department of Human Services
for enforcement directly by the Illinois Department of Human Services in its discretion.

10) GRIEVANCES

211 Illinois is dedicated to the fair and equitable treatment of any concern or complaint
raised with respect to an Approved 211 Service Provider. If an Approved 211 Service
Provider believes 211 Illinois’s actions during any corrective procedure process described
herein to be unsupportive, improperly implemented, or unfair, it may submit a grievance to
211 Illinois in accordance with the following procedure.

10.1 Written Request

An Approved 211 Service Provider may submit a written request for review to the 211
Illinois Executive Director providing an explanation of the Approved 211 Service Provider’s
concerns along with documentation that supports its grievance.
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10.2 Internal Review

The 211 Illinois Executive Director and Executive Committee shall review all submitted
Approved 211 Service Provider grievances. If deemed necessary by 211 Illinois, the 211
Illinois Executive Director shall meet with the Approved 211 Service Provider to discuss the
submitted grievance and gain additional clarification for the Executive Committee’s review.

10.3 Grievance Resolution

The Executive Committee, having reviewed and deliberated on the grievance, shall
determine how 211 Illinois will respond and any actions that may be required to be taken by
either 211 Illinois or the Approved 211 Service Provider. The Executive Committee’s
decision shall be presented to the Approved 211 Service Provider in writing by the 211
Illinois Executive Director within sixty (60) days of receiving the grievance.

10.4 Final Decision

All decisions made by the Executive Committee shall be deemed final and no further action
shall be taken by 211 Illinois on the matter.
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