lllinois

211 Service Provider Certification Policy
1) Purpose

To establish how 211 Illinois evaluates, approves, and monitors 211 service providers in
Illinois consistent with the certification criteria in the Illinois 211 Service Act (the “Act”).
This Policy translates the Act’s certification requirements into an operational process for
statewide, high-quality 211 service delivery.

2) Scope

Applies to all organizations seeking authorization from 211 Illinois to operate as an
Approved 211 Service Provider (as defined within an Illinois 211 service area, and to
ongoing oversight of approved providers.

3) Authority & References

211 Service Act (20 ILCS 1335/1-1335/60): contains certification criteria and ongoing
compliance requirements.

4) Key Definitions

e Approved 211 Service Provider: An organization authorized by 211 Illinois to use
the 211 dialing code and deliver 211 services within its assigned service area.

¢ 211 Services: Information & referral (I&R) services connecting the public to human
services, including support for disaster response/recovery.

¢ Standards & Accreditation: Nationally recognized standards and accreditation
program maintained by Inform USA.

e« Service Area: Geographic area designated by 211 Illinois for use of the 211 code
and provider operations.

5) Policy Statement
211 Illinois will approve a 211 service provider only after considering, at minimum, the

following statutory criteria. Approval remains contingent on maintaining these
qualifications:
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1. Standards & Accreditation — Ability to meet prevailing Inform USA national
standards and to receive and retain Inform USA Accreditation.

2. Financial Stability - Documented financial health, soundness, and organizational
capacity to provide and manage 211 Services in the Service Area.

3. Community Support - Documented support from community stakeholders in the
proposed service area.

4. 1&R Relationships — Effective relationships with other 211 service providers and
other information and referral services in Illinois.

5. Other Appropriate Criteria — Any additional, reasonable criteria 211 Illinois deems
necessary to ensure high-quality, coordinated services (e.g., accessibility,
technology readiness, disaster coordination, data sharing).

Ongoing compliance & removal. Continued approval is conditional upon continued
compliance. 211 Illinois may suspend or remove an Approved 211 Service Provider for
failing to maintain minimum qualifications or to perform activities required by law or by
contract.

6) Application & Evaluation

6.1 Application

Applicant completes an application found on the partner portal link posted on the 211
Illinois website (“Service Provider Change Form”). With the application, the applicant
provides the following documentation with their submission.

1. Standards & Accreditation
o Proof of Inform USA membership.
o Proof of Inform USA accreditation or an approved accreditation plan with
timelines (=18 months to award, if applying new).
2. Financial Stability
o Mostrecent 211 program budget.
o Two most recent audited financials (or review/compilation plus current YTD),
budget, cash-flow plan, key funding commitments.
3. Community Support
o Letters or MOUs from local governments, United Ways, VOAD/COADs,
public health, and other community or funding stakeholders.
4. 1&R Relationships
o MOUs/agreements with existing 211 and I&R lines in Illinois.
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5. Other Appropriate Criteria

o Review of technology readiness.

o Review of disaster readiness.

o Signed data sharing and network agreements on file.

o Power Bl onboarding and training.

o Maintained API Access to directory data.

o Commitment to quality assurance by attending statewide workgroups.

Submission method: Via 211 Illinois application portal or secure email listed on the

Service Provider Change Form.

6.2 Completeness Check

Within fourteen (14) business days, the Contract Manager verifies the application
and all attachments have been received.

A status notification is issued (a complete or deficiency notice) listing any missing
items and a correction deadline (typically fourteen (14) business days).

Once completed, the Contract Manager will notify the Executive Director of the
application.

The Contract Manager will begin official review of the application and attachments.

6.3 Evaluation & Scoring

The Contract Manager conducts a document review and may contact the applicant for

more information. The application is assessed per requirement as either compliant or not

compliant. The applicant must meet the required criteria established in the 211 Service Act

in order for the application to be approved.

6.4 Decision & Notice

Within thirty (30) calendar days of completed application being received, 211 Illinois will

send a notification to the application with an Approval/ Conditional Approval / Denial of

the application.

Where Approval is granted, 211 Illinois authorizes use of the 211 dialing code for
that area in writing and requests a launch date to activate 211 dialing code (takes
six (6) to twelve (12) weeks).

Where Conditional Approval is granted, 211 Illinois will require a written Technical
Assistance Plan (TAP) from the applicant to ensure full deliverables are met within
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the first ninety (90) days of launch. If no TAP is submitted or if TAP deliverables are
not met, 211 Illinois will revoke the conditional approval.

Where a Denial is rendered, the applicant may appeal the decision by submitting a
written appeal to 211 Illinois within fourteen (14) business days. The appeal will be
reviewed to the Executive Committee of the 211 Illinois Board of Directors. A final
decision will be rendered by the Executive Committee in its discretion within thirty
(30) business days of receipt of the appeal. The decision is considered final and can
no longer be appealed.

7) Procedure — Approval Onboarding

Upon approval of an Approved 211 Service Provider, 211 Illinois will:

Add the Approved 211 Service Provider to its internal record of approved providers.
Execute provider data sharing and network agreements and use-of-code terms with
the Approved 211 Service Provider.

Request contract information for all workgroup participants.

Communicate new workgroup participants to the workgroup leads.

Publish service availability and ensure call routing is live per activation plan.
Publish the Approved 211 Service Provider information on the 211 Illinois website in
the Approved 211 Service Provider Listing within seven (7) days following the
provider’s official launch of 211 services.

8) Ongoing Compliance, Monitoring & Recertification

Upon approval, the Approved 211 Service Provider agrees to required 211 Illinois reporting

and review, including the following:

Periodic Review: Review to ensure continued compliance, quality assurance
review, program oversight, and satisfaction of the 211 Service Act requirements.
Business Review: Program review to assess volume and trend changes,
performance metrics, outcomes, outage incidents, disaster activations, and service
complaints.

Audits and Comprehensive Reviews: A desk or onsite audit or comprehensive
review.

Material Changes: Must be reported to 211 Illinois within thirty (30) days of
occurrence (leadership, funding loss >10%, major service disruption, change in
accreditation status).
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Oversight: Oversight of Approved 211 Service Providers and any corrective action for
provider noncompliance shall be undertaken pursuant to 211 Illinois’s Approved 211
Service Provider Oversight Policy and Procedure.

Recertification: Upon material change or re-accreditation, a recertification of approved
provider status will be required every three (3) years, and provider must undergo a full re-
evaluation of 211 Service Act compliance as noted in Section 7.1 of this Policy.
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