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Contact Information

For questions about this proposal, please contact:

Gina Gallo
Contract Manager
contracts@211illinois.org

Timeline

June 4, 2026 211 Illinois will distribute an invitation only letter of Intent. This
will be emailed out to invitees and published to the 211 Illinois
website.

June 19, 2026 Letters of Intent will be due to 211 Illinois by 5 pm CDT.

June 22 -24, 2026 211 Illinois will review the letters of intent and applications for
meeting the set criteria.

June 25, 2026 Invitations to apply will be sent based on the received and
approved letter of intent.

July 15, 2026 Applications will be due to the 211Illinois by 5 pm CDT.

July 16 - 19, 2026 211 Illinois will review the application, ask questions of the
applicant, and bring a recommendation to the Board of
Directors.

July 20, 2026 The 211 Illinois Board of Directors will meet to make a
decision about moving forward.

July 27, 2026 Notification of award will be made.

January 1, 2027 The awardee must be live and taking calls.
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About 211 Illinois

Created in 2009, 211 Ilinois was designated as the lead entity to drive 211 service
expansion across Illinois. Established in 2010 in Illinois state legislation (211 Service Act),
we provide oversight and guidance to the 211 Illinois Statewide Network and work to
sustain and grow 211 services across Illinois. Our vision is for a fully integrated, funded,
sustainable, and high-quality 211 Illinois Statewide Network available to everyone in
Illinois. This vision cannot be achieved without strong local support and a commitment to
funding and marketing 211 services.

211 Illinois coordinates, funds, and guides the 211 Illinois Statewide Network toward
achieving high-quality service delivery. We invest in contact center training and education,
support and drive I&R and contact center best practices, and invest in the core 211
services across lllinois. These activities lead to service alignment and continuity of 211
services statewide. 211 Illinois designates the 211 number to a provider and works with the
Local Exchange Carriers (LEC) to route the 211 dialing code across Illinois.

We also collaborate statewide with our United Way, Health Department, and Government
partners to advocate, market, promote, and outreach to the local community about 211
services. We provide technical assistance and guidance to local, state, and federal
partners to educate them about the impact of the 211 Illinois Statewide Network on Illinois
residents, including education and advocacy for 211 services and the 211 Illinois
Statewide Network.

You can learn more about us by visiting our website at 211illinois.org.

What is 211?

211 is a twenty-four (24) hour, seven (7) day a week helpline. We are a go-to resource that
connects millions with locally available help. Empathetic and respectful experts answer
live inquiries from people by phone, text, and online, discussing their needs and referring
them to local support.

Uncovered Counties

211 Illinois seeks letters of intent from experienced vendors who operate an existing 211
center 24-hour call centers in the United States. The letter of intent is to select existing
contact center partner to provide 211 services in the seven (7) counties listed below.
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Fulton 33,609

Marshall 11,742
Peoria 181,830
Putnam 5,637
Stark 5,400
Tazewell 131,343
Woodford 38,467

Proposed vendors should a letter of intent to 211 Illinois via the partner portal no later than
June 19, 2026, at 5 pm CST. 211 Illinois is seeking letters of intent to better understand
current market costs to provide 211 services in these counties.

Vendor Qualifications

Selected vendors must meet the minimum vendor qualifications outlined below. The
existing 211 Contact Center must:

e Be acurrent subcontractor partner with 211 Illinois.

e Have been operating and answering inquiries for more than sixteen (16) months.

e Operate twenty-four (24) hours a day, seven (7) days a week.

e Provide multi-channel access to 211 services (phone, text, and online directory).

e Be accredited through Inform USA.

e Be aregistered business in good standing with the IRS, the State of Illinois, and the
state in which your headquarters operates.

211 Illinois will verify the minimum qualifications above as part of the application review
process. Vendors with unverified minimum qualifications will not be selected.

Invitation Only - Letter of Intent

The Letter of Intent (LOI) are invitation only to the existing providers in the 211 Illinois
Network. In your submitted LOI, fully address how your organization meets the scope of

work below.

e Costto provide 211 services for the uncovered area.

e Lenth of time operating as a 211 center.

e How you provide multi-channel access to 211 services (phone, text, and online
directory) twenty-four (24) hours a day, seven (7) days a week.

e Your experience as a current subcontract partner with 211 Illinois.
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e Length of time accredited through Inform USA and when it expires.
e QOutline any organizational changes and risks (financial, staffing, and operational)
experienced over the past twelve (12) months.

Invitation Only - Application

Only approved letters of intent will be asked to apply. Approved vendors will be emailed
information regarding applying.

Vendors are requested to submit proposals into the 211 Illinois portal by June 19, 2026, no
later than 5 p.m. CDT. Late submissions will not be accepted. The Vendor (s) are
responsible for all costs associated with preparing proposals and presentations.

Your application should address the scope of work in detail. However, you will not have
unlimited space to respond. Please be clear, concise, and thoughtful in your responses.
When completing your final submission, you will be required to provide the following

information.

Contact information

e Costto provide 211 services for the uncovered area.

e Timeline for project implementation from August 1st through December 31, 2026,
with go live date no later than January 1, 2027.

e Narrative addressing the resources needed to sustain the scope of work.
Quality assurance process around directory management, performance metrics,
customer satisfaction, and community satisfaction.
Athree-year Budget

e Lasttwo (2) years, audited financial reports

The sample letter of intent and application forms can be found in the appendix.

Contract Terms

The initial contract term will be from January 1, 2027 - June 30, 2027. The following
contract terms will be July 1st —June 30th annually.

Appendix
Attachment A: Sample Letter of Intent

Attachment B: Sample 211 Illinois Uncovered Counties Phase 3 Application

Uncovered County RFP Phase 3



©w B0 a3

=)
c
<

25-26 211 lllinois Uncovered Counties Phase 3 - Letter

of Intent

Organization Name (required)

Organization Address (required)

Limit: 300 characters

Organization City (required)

Organization State (required)

‘ Select...

Organization Zip Code (required)

Organization Website

example.com
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https://211illinois.submittable.com/submissions
https://www.submittable.com/help/organization

Name of Preparer (required)

First Name (required)

Last Name (required)

Title of Preparer (required)

Email Address of Preparer (required)

email@example.com

Phone Number of Preparer (required)

Letter of Intent (LOI)

Please upload your organization's Letter of Intent that fully addresses:

Cost to provide 211 services for the uncovered area.

Length of time operating as a 211 center.

How you provide multi-channel access to 211 services (phone, text, and online
directory) twenty-four (24) hours a day, seven (7) days a week.

Your experience as a current subcontract partner with 211 lllinois.

Length of time accredited through Inform USA and when it expires.

Outline any organizational changes and risks (financial, staffing, and operational)
experienced over the past twelve (12) months.



LOI Upload (required)

i 1
] 1
1 ]
1 1
: Choose File :
] 1
1 1
1 1

Select up to 2 files to attach. No files have been attached yet. You may add 2 more
files.

Acceptable file types: .csv, .doc, .docx, .odt, .pdf, .rtf, .txt, .wpd, .wpf, .gif, .jpg, .jpeg,
.png, .svg, .tif, .tiff

Save Draft Submit Form

Drafts may be visible to the administrators of this program.
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Back to Edit

25-26 211 lllinois Uncovered Counties Phase 3 - Full

Application

Organization Name (required)

Organization Address (required)

Country (required)

Limit: 300 characters

‘ Select...

Address (required)

Address Line 2 (optional)

City (required)

State, Province, or Zip or Postal Code (required)

Region (required)

Organization Website (required)



https://211illinois.submittable.com/submissions
https://www.submittable.com/help/organization

example.com

Name of Preparer (required)

First Name (required)

Last Name (required)

Title of Preparer (required)

Email Address of Preparer (required)

email@example.com

Phone Number of Preparer (required)

——h4

Is the person preparing this application the main contact for the
application? (required)

Q Yes
O No



Application Narrative

Add instructions

Provide a detailed timeline for project implementation from August
1- December 31, 2026, with a go live date no later than January 1,
2027. (required)
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Limit: 1000 words

Provide a narrative addressing the resources needed to sustain the
scope of work. (required)

B 7 U:=:i=m»moc

Describe your quality assurance processes around directory
management, performance metrics, customer satisfaction, and
community satisfaction. (required)
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Upload a three-year budget for providing 211 services in the
identified counties. (required)

]
1
1
1
Choose File .
:
1

Upload a file. No files have been attached yet.

Acceptable file types: .csv, .doc, .docx, .odt, .pdf, .rtf, .txt, .wpd, .wpf, .gif, .jpg, .jpeg,
.png, .svg, .tif, .tiff

Upload the last two years of your audited financial statements.
(required)

1
1
1
1
Choose File .
)
1

Select up to 2 files to attach. No files have been attached yet. You may add 2 more
files.

Acceptable file types: .csv, .doc, .docx, .odt, .pdf, .rtf, .txt, .wpd, .wpf, .gif, jpg, .jpeg,
.png, .svg, .tif, .tiff

If you are not able to upload your audited financial statements, please upload a
document with an explanation of why you are unable to provide the documentation
requested.

Save Draft Submit Form

Drafts may be visible to the administrators of this program.



