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2-1-1 California

Service Provider Application Package


2-1-1 California Service Provider Application

Instructions to the applicant:

You may apply as an individual organization or a collaborative.  If you are applying as a collaborative, all members of the collaborative must be identified, and information regarding these organizations provided at the same time.  One agency must be identified as the lead agency for the collaborative.  The lead agency will be the sole recipient unless it is manifest that another collaborator's contribution is necessary for the successful operation of the enterprise in which case the essential parties must have a written agreement detailing their relationship, commitment, and approach to dispute resolution.  You must provide a response to all sections and sub-sections.  You must provide all the attachments requested.  

The application for 2-1-1 Service is organized in four sections:


Section 1  Organizational Structure, Background and Experience

This section establishes the organizational requirements for 2-1-1 service providers.  You must meet the stated requirements to qualify for consideration as a 2-1-1 service provider.  Your narrative should describe how you meet the stated requirements.


Section 2  Terms and Conditions of Service

This section sets forth the terms and conditions of service.  You must provide services as described in this section.  You must agree to the stated terms and provide a brief narrative describing how you will meet the service conditions required.  For example, section 2.2 requires that 2-1-1 service will be provided by "live operators 24 hours a day..."  In response to this requirement, your narrative could indicate how you plan to staff the service to provide the 24 hour coverage.


Section 3  AIRS Standards

This section identifies service delivery standards.  These standards are based on the Alliance of Information and Referral Services national standards published in 2000.  For your reference, a summary of the standards are available through the AIRS.org website.  Your narrative should describe how you currently meet or intend to meet the service delivery standards.  For example, Section 3.2.4 requires that the database of providers "be updated at least annually."  Your narrative should provide information regarding how this annual update is accomplished.


Section 4  Community Support

There can be only one 2-1-1 provider per county or groups of counties.  This section requires that you demonstrate broad community support for your organization as the local 2-1-1 provider.  You should include letters of support from agencies in each of the service categories identified on the form provided.  Do not include more than one support letter in each of the categories or more than a total of 15 letters.

Sections 1, 2 and 3 require narrative response.  Your responses should be organized in a manner consistent with the layout of the application.  Each narrative has a page limit.  Pages in excess of those required will not be read or considered.  Some sections require attachments.  Identify and include these attachments as part of your complete application package.
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SECTION 1

ORGANIZATIONAL STRUCTURE, BACKGROUND AND EXPERIENCE

This section of the application requires that the applicant provide a summary of relevant information to indicate its ability to perform required basic Information and Referral services for a designated community.  The information will be used to evaluate organizational capacity.

1.1
Provide the name, address, and contact name for the organization.  Provide the names and address and contact name for all collaborators or partners.

1.2
Provide documentation that indicates the organizational category of your organization, e.g., corporation, partnership, sole proprietor, profit or non-profit organization, governmental agency or any combination thereof.  Also provide a list of all individuals that comprise the governance or ownership or collaborators of your organization. 

1.3
State the number of years of experience the applicant has had providing information and referrals services, the types of services performed and the communities in which they were performed.

1.4
Provide proof of, or application for, authority to conduct business in the State of California.

1.5
Indicate the length of time in business under current business name and prior business names.  If a corporation, include date of incorporation.

1.6
Provide a description of key managers' experience in the service to be provided or equivalent or similar experience of principle individuals in the applicant's organization.

1.7
Provide a proposed budget for the next three years.  In the proposed budget you may want to consider the anticipated increase in your budget due to 2-1-1 service implementation as well as the projected source of the anticipated increased funding.

1.8
Provide an audited financial statement.  Such statement shall be the most recent and complete audited financial statement available and for a fiscal period not more than 18 months old at the time of submission.  This statement shall be by an independent, certified public accountant.  In the event qualifying audited financial statements are not available, an unaudited statement along with the entity's federal income tax returns for the preceding two (2) years may be submitted.  

1.8.1
New organizations may provide a proposed budget, proposed funding sources, and commitments, if any, from proposed sources.

1.8.2
If a collaboration, provide proposed budget details of commitment from principal members of the collaborative and financial statements for principal members of the collaborative. A principal member is defined as contributing/raising/otherwise responsible for more than 25% of the budgeted income or any member(s) on whose experience the collaboration is relying to demonstrate its qualifications.
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SECTION 2

TERMS AND CONDITIONS OF SERVICE 

This section of the application sets forth the required service conditions for 2-1-1 service providers.  To obtain 2-1-1 designation, all these conditions must be met.  Applicants should prepare a narrative describing the organization's ability to meet the required conditions.  The information provided will be used to evaluate the organization's ability to meet required service terms.  The narrative should not exceed two pages.

2.1
The minimal geographic service area of 2-1-1 is a county.  2-1-1 service providers may serve one or more counties.  State the county or counties the applicant intends to serve.

2.2
The 2-1-1 service provider applicant will not accept fees from referred organizations in return for referrals.

2.3
2-1-1 service must be provided at no charge to callers; it must also be free of commercials or advertising; supporters may be recognized on printed materials.

2.4
2-1-1 service will be provided by "live" call takers 24 hours a day, seven days a week.

2.4.1
2-1-1 services must be provided by the applicant or

2.4.2
After hours 2-1-1 services may be provided by linkage to another organization.  If service is to be provided in this manner, provide the name of the organization its phone number, and the name of the contact person.  Service delivery standards (see Section 3), however, must be met at all times.

2.5
2-1-1 service must be accessible 24 hours a day, seven days a week,  to all callers regardless of language or disability.

2.5.1
Provide information regarding languages available via live staff.

2.5.2
Provide information regarding interpretation/translation services.

2.5.3
Provide information regarding TTY/TDD access.
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SECTION 3

AIRS STANDARDS

The Alliance of Information and Referral Services (AIRS), the national professional membership organization of information and referral service providers, has established standards for delivery of information and referral services.  The applicant must demonstrate its understanding of these standards and agree to adhere to them in the delivery of 2-1-1 services.  The applicant should provide a narrative description that illustrates how it will meet these service delivery standards.  The maximum narrative length is five pages.

3.1
Information and referral service delivery standards

3.1.1
Organization staff must provide a range of information responses

3.1.1.1
Provision of simple information e.g., name, address, and telephone number of service provider.

3.1.1.2
One-to-one referrals based on assessment of the client's needs.

3.1.1.3
Advocacy and intervention as needed to increase the likelihood that people will obtain the benefits to which they are entitled.

3.1.1.4
Follow-up services  to address situations where further assistance may be required.

3.1.2
Information and referrals must be accurate and pertinent to the needs presented.

3.1.3
Interactions between clients and I & R agency staff must be confidential.

3.2
Information and Referral Resource File Standards

3.2.1
The organization must have written criteria that identify what is included or excluded from the resource database.

3.2.2
The organization must have a standardized profile (resource information collection tool) that collects identified data elements regarding all agencies and/or services for which it is supplying information or to whom it is making referrals.

3.2.3
The entire database must be updated at least annually to provide for  up-to-date referral information.

3.2.4
The organization must index services using the AIRS/Info Line of Los Angeles Taxonomy of human services or

3.2.5
The organization must agree to convert the resource database to Taxonomy indexing within three years.

3.3
Information and Referral Disaster Standards

3.3.1
2-1-1 service must be available in the event of a local disaster, such as an earthquake, flood, or other emergency.

3.3.2
The organization must have a disaster plan.

3.3.3
The organization must have a pre-disaster resource database.

3.3.4
 If such a plan or database does not exist, provide information regarding plans to create these.

3.4
Reports and Measures Standards

3.4.1
The organization must have a data collection tool that has the capability to collect and maintain the confidentiality of inquirer data.

3.4.2
The organization's data collection tool must have  the capability to collect information regarding referrals made for assessed needs and service gaps when no referrals were identified for assessed needs.

3.4.3
The organization must have a report tool that is capable of aggregating and organizing inquirer data and resource data to support internal analysis, advocacy and community planning activities.

3.5
Cooperative Relationships Standards

3.5.1
The organization must have cooperative working relationships with targeted and local I & Rs operating in the same service area.  (List those agencies and include letters of support as described in Section 4.)

3.5.2
The organization must provide seamless access to 2-1-1 service throughout its service area.  Callers make only one call for community service information regardless of the location within the system from which they are calling.

3.6
Other Organizational Standards

3.6.1
The organization must provide training for all aspects of the Information and Referral/2-1-1 services to paid and volunteer staff.

3.6.2
The organization must have a program to increase public awareness of information and referral/2-1-1 services, objectives, and their value to the community.

3.6.3
The organization must have an evaluation plan to identify needed program  improvements..  

3.6.3.1
The plan must be implemented at least annually.
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SECTION 4

DOCUMENTATION OF COMMUNITY SUPPORT

To be designated as a 2-1-1 service provider you must demonstrate strong community support for your application. This support should come from a wide range of organizations and agencies that are stakeholders in the health and human services network in your community.

Leaders of organizations that support your application should complete the attached "Endorsement of 2-1-1 Application."  Completed endorsements should be submitted with the application.

You should submit endorsements from major agencies and organizations that provide direct service or information and referral service in the proposed service area in the fields listed below where they are available. Endorsements from other types of organizations and from elected officials are also valuable.

Please cross out any organization or entity that is not available in your county or locality, even by extension from another area. Note those services that you directly provide. Check all endorsements that are attached.  Do not include more than 15 endorsements or letters of support.
· AIDS/HIV Service

· Alcohol and Drug Service

· Business/Labor

· Services for Children and Families

· Crisis/Suicide Hotline

· Disability Service

· Domestic Violence Service

· Education

· Emergency Food Provider

· Emergency (disaster) Service

· Employment Service

· Health Service

· Homeless Service

· Library or Library System

· Mental Health Service

· Rape Crisis Service

· Senior Service

· Women's Service
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Endorsement of Applicant as 2-1-1 Service Provider
NOTE TO ENDORSER:  2-1-1 is a unique social utility.  There can only be one 2-1-1 service provider in a given area.  Therefore, you should only endorse one organization to be designated as the 2-1-1 service provider in the specified area.  If you make multiple, competing endorsements, the last dated endorsement will supersede all others.

Instructions to endorser: _______________________________ is applying to

                                                                                      Name of Applicant Agency

the California Public Utilities Commission (CPUC) to be designated as the 2-1-1 service provider for _______________________________________________.

                                                                 Name of county. If less than a full county, describe specific portion.

_______________________________  is providing information to the CPUC that 

                             Name of Applicant Agency

it has the necessary organizational capacity to provide 2-1-1 service and that it is familiar with and adheres to the professional standards for information and referral.  Another essential element of its application is a demonstration of community support for its designation as the 2-1-1 service provider in its area.

2-1-1 is a unique social utility. There can only be one 2-1-1 service provider in a given area. Therefore, you should only endorse one organization to be designated as the 2-1-1 service provider in the specified area. If you make multiple, competing endorsements, the last dated endorsement will supersede all others.

The undersigned endorses _______________________________ as the 

                                                                                   Name of Agency

organization that is best qualified to provide 2-1-1 service in the proposed service area for the following reasons:  (Include a description of your relationship with the applicant organization and comments regarding your knowledge of the applicant's experience and ability to provide comprehensive information and referral services.  If further space is required, attach an additional sheet.)

Name














Title














Organization












Address













City _______________________________State_______ Zip


Telephone _________________________Fax 





E-mail











Type of organization:               

Government______  Nonprofit [501][c][3]_______ Other (specify): 



Briefly describe the service(s) provided by your organization:

Area served by your organization:

Number of unduplicated clients provided service annually 



Annual budget 









Signature 




Date
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