lllinois

Approved 211 Service Provider Listing Policy
1) Purpose

This Approved 211 Service Provider Listing Policy (“Policy”) establishes how 211 Illinois
creates, maintains, publishes, and governs the Approved 211 Service Provider Listing (the
“Provider Listing”), which is the official list of Approved 211 Service Providers for Illinois.
The listed approved 211 service providers are authorized to use the 211 dialing code and
deliver 211 services within a defined service area in Illinois. The list is published on the 211
Illinois website to support public transparency, coverage analysis, statewide 211 directory
publications, and statewide 211 reporting.

2) Scope

Applies to all 211 service providers in Illinois, their assigned 211 service areas, and
approval status.

3) Legal Authority & Alighment

e Only Approved 211 Service Providers may deliver 211 telephone services; approval
is contingent on meeting the ongoing 211 Service Act qualifications. The public
Provider Listing is the authoritative list reflecting this status. 211 Illinois will also
maintain internal records reflecting any updates to the Provider Listing.

e 211 IlUinois (as 211 Illinois) may remove an Approved 211 Service Provider for not
meeting 211 Service Act requirements; the Provider Listing entry for that provider
shall be updated to reflect such actions as set forth in this Policy.

e 211 Illinois sets statewide standards consistent with national Inform USA and
ADA/TTY accessibility standards; the public listing shall be accessible accordingly
on the 211 Illinois website as a human-readable web page consistent with ADA/TTY
requirements.

e Public dissemination regarding 211 availability must follow lead-entity rules; the
Provider Listing serves as the official source for Approved 211 Service Providers at
any given time.

¢ 211 Ilinois annual reports shall also include the listed Approved 211 Service
Providers in Illinois at the time of publication.
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4) Definitions

e Approved 211 Service Provider: A public or private nonprofit agency or other
organization designated by 211 Illinois to provide 211 services in Illinois and to be
an authorized user of the 211 dialing code in a specific 211 Service Area.

e 211 Service Area: An lllinois area within which an Approved 211 Service Provider is
authorized to provide 211 services.

5) Policy Statement

211 Illinois shall maintain an official public listing of all Approved 211 Service Providers
who are certified by 211 Illinois in accordance with 211 Illinois’s 211 Service Provider
Certification Policy. Inclusion in the public listing is a prerequisite to delivering 211
services in Illinois and to using the 211 dialing code in an assigned 211 Service Area. The
public listing status mirrors formal approval/removal decisions under the Act. The Provider
Listing shallinclude at a minimum the 211 Service Area, Inform USA accreditation status,
contact information, and links to the Approved 211 Service Provider’s website and local
directory.

6) Minimum Listing Requirements
Each Provider Listing entry shall, at minimum, include:

1. Statewide Map: map of coverage areas and 211 Service Area coverage.

2. Provider identifiers: Legal name, DBA, parent organization, headquarters address,
contact information, and primary contacts.

3. Approval status: Approval status (Active/Conditional/Suspended/Removed),
approval date, effective date for authorized 211 dialing code use,
removal/suspension dates if any.

4. Service area: Official name/description and list of counties covered.

5. Accreditation status: Accreditation is noted by displaying the accreditor
logo/badge.

Note: Public display of contact/branding information must comply with 211 Illinois
promotion rules.
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7) Listing Procedures

7.1 Create / Update / Remove Entries

¢ Create: Within five (5) business days of an approval decision, 211 Illinois will create
or update the provider’s entry in the Provider Listing and mark the provider’s
approval status as Active (or Conditional).

¢ Modify: Within five (5) business days of any approved change (service area
boundary, accreditation renewal, contact updates), 211 Illinois will update the
provider’s entry in the Provider Listing.

¢ Suspend/Removal: Upon formal suspension/removal, 211 Illinois will within five
(5) days update the provider’s entry in the Provider Listing to reflect suspended or
removed status and the effective date of removal or suspension; also in the event
removal or suspension, 211 Illinois may terminate use of the 211 dialing code with
telecommunication providers in Illinois. Removal or suspension information will
remain in effect on the Provider Listing until a new 211 service provider has been
approved by 211 Illinois for the uncovered counties.

¢ Notification: Upon an approval status change, 211 Illinois will within five (5) days
officially notify the 211 service provider and local planning provider of their status
change.

Note: This Policy details how 211 Illinois maintains its Provider Listing only. 211 Illinois’s
policies and procedure with respect to oversight of 211 service providers, regardless of
review or approval status, are detailed in the 211 Illinois Approved 211 Service Provider
Oversight Policy and Procedure.

7.2 Verification

¢ Change notifications: Providers must notify 211 Illinois of any material changes
relevant to the Provider Listing within thirty (30) days of any such change (e.g.,
accreditation status, service area, ownership).

e« Annual attestation: Providers will attend a business review process to review
contact information, service area changes, and participate in a performance
conversation. The business review will support the 211 Service Act compliance, 211
service area coverage, and yearly performance reporting.
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¢ Network review: Every third year, 211 Illinois will perform a network review to
assess accreditation changes, reassess certification, and update any data sharing

and network agreements.
8) Compliance

¢ Noncompliance with this Policy may trigger corrective action up to and including
suspension/removal of approved status for Approved 211 Service Providers, per the
211 Service Act’s removal authority and the 211 Illinois Approved 211 Service
Provider Oversight Policy and Procedure.
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