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California Alliance of Information and Referral Services

2-1-1 California Partnership

Statewide Planning

Stakeholder Group Meeting

April 25, 2005

Meeting Summary

Participants
25 participants representing:

· Information & referral, including specialized services (4)

· Public agencies, including emergency services, homeland security, aging, libraries (4)

· Statewide associations serving counties, labor, welfare directors, technology (4)

· Telecommunications companies (3)

· Agencies serving people with disabilities (3)

· 2-1-1 efforts (3)

· Volunteer organizations (2)

· Other community-based organizations (Red Cross and United Way) (2)

Hopes and Concerns
The group introduced themselves by identifying their hopes for a statewide 2-1-1 system.  Although the unique perspectives of each participant came through, some themes emerged:

· Opportunities to link resources and share information during emergency or disaster
· Emphasis on a seamless system that is accessible to people of all abilities
· Chance to replace multiple 800/ hotline numbers for ease of use and cost effectiveness

· An integrated system that connects people to a wide range of existing services 
· Ways for people to connect to volunteer opportunities

· A resilient, trusted system built on partnerships
Realistically, the system will need to overcome many barriers.  The group generated a range of concerns that will be addressed through the business planning process.  Themes included:
· Funding and sustainability
· Bringing all the right organizations into the planning and service delivery processes

· Designing a model that balances cost and quality; bureaucratization and quality

· Integration and maintenance of technologies

· Culturally competent, accessible services in multiple languages that honor caller confidentiality

· Statewide availability

April 25, 2005 stakeholder meeting summary, continued

Role of 2-1-1
Small groups considered three possible roles for the statewide system, in addition to the services inherent to I&R.  The groups recommended that all three be included in the statewide system, and identified benefits, possible partners, and potential barriers.  They suggest the 2-1-1 system:

· Collect data for planning, policy making and funding decisions

· Connect people to ways they can give help

· Become an integral part of the disaster information system

Outcomes to achieve
Small groups discussed the outcomes that a statewide system would have for three constituent groups, and identified a variety of benefits for each.  Community members benefit from free, confidential, one-number access to information; quality referrals; expanded coverage; and reduced stigma.  Taxpayers benefit from improved human services, public information, and planning while achieving cost efficiencies.  Direct service organizations also benefit, by having quality referral resources that allow specialized providers to focus their efforts, with increased ability to share information on availability of services.
Service opportunities for 2-1-1
The full group generated a list of existing or emerging services that could be included in a statewide 2-1-1 system.  Examples include hotlines for shelters, adult protective services, child care, and jobs; information dissemination related to flu, legislative changes (e.g. car seats), and immigration services; and prescreening for health insurance or utility program eligibility.

Existing resources to build upon
There are a variety of statewide organizations that were mentioned as possible partners in the statewide 2-1-1 system, including First 5, California Health and Human Service Agency, California Department of Education, safety professionals, technology companies, and health organizations.
In addition, the group identified several systems that exist in all counties that might be resources for counties without a 2-1-1 plan, including: mental health access lines, senior Information & Assistance, childcare referral agency, First 5, and employment centers.  The group also identified many organizations that currently field calls from community members in need when they are searching for human services, such as reference librarians, county departments including General Assistance, pediatricians, and school principals.

More information

Detailed meeting notes are also available.

For more information on the 2-1-1 California Partnership and its statewide business planning process, visit www.211california.org.  

If you have questions or suggestions about the stakeholder group, or to participate in a regional meeting in your area, please contact Elizabeth Sadlon at sadlon@mindspring.com.  
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Participants

	Name
	Title
	Organization

	Ray
	Allen
	Director
	Community Technology Alliance

	John
	Bateson
	Executive Director
	Contra Costa Crisis Center

	Brian
	Bolton
	Executive Director
	Volunteer Centers of California

	Jamie
	Buckmaster
	 
	County Welfare Directors' Association

	Jerome
	Burstein
	Consultant
	SV211

	Micki
	Burton
	Assoc. Director Regulatory Affairs
	SBC California

	Allan
	Friedman
	Information Technology Manager
	California Foundation for Independent Living Centers

	John
	Jewell
	Chief, State Library Services
	California State Library

	Stewart
	Knox
	Executive Director, Los Angeles
	On Behalf of California Workforce Association

	Cindy
	Mall
	Sr. Program Manager
	California Child Care R&R Network

	Chris
	Manning
	Response Coordinator
	American Red Cross

	Maribel
	Marin
	Executive Director
	INFO LINE of Los Angeles

	Sara
	Matta
	Executive Director
	INFO LINE of San Diego County

	Bob
	McCafferty
	Asst. Director for Public Affairs
	California Department of Aging

	Farrah
	McDaid-Ting
	Legislative Analyst
	California State Association of Counties

	David
	Muraki
	Deputy Director
	California Service Corps

	Stephanie
	Novak
	Assoc. Director N-1-1 Services
	SBC California

	Lynn
	Pesely
	Consultant
	2-1-1 California Partnership

	David
	Raimer
	Executive Fellow
	Governor's Office

	Kurt
	Rathmussen
	 
	Verizon

	Cecile
	Rollinson
	Coastal Rep. San Jose
	Governor's Office on Emergency Services

	Elizabeth
	Sadlon
	Consultant
	2-1-1 California Partnership

	Mark
	Walker
	Executive Director
	United Way of Silicon Valley

	David
	Weiss
	CRS/7-1-1 Department Manager
	Deaf & Disabled Telecommunications Program

	Laura
	Williams
	President
	Californians for Disability Rights
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Detailed Meeting Notes
Hopes and Concerns

Hopes – what do we hope we can accomplish with a statewide 2-1-1 system?  Some participants chose the option of stating their hope as a headline that might appear in a future publication.
· System links to homeland security resources – in touch with law enforcement

· Replace multiple crisis hot lines into one number

· Seamless between TTY and speech-to-speech

· System offers a formal way to file a complaint easily (about a service provider or lack of service)

· Up to date information during emergencies/ disasters

· Increased access to services for all

· Increased coordination during a disaster

· Meet needs of baby boomers

· System to identify caller location in an emergency

· Better understand and meet the needs of those in social service system

· Seamless integration of tools for the hearing disabled

· Several 800#s for seniors, such as the ombudsman, can be replaced to provide better service delivery

· Real time data to respond to emerging needs

· Match Californians to volunteer opportunities

· Inclusive implementation

· Integration among call centers and specialized I&Rs

· Nonprofits able to keep up with the demand for services

· A system that connects similar organizations and allows people to link to volunteer opportunities
· Dream come true based in solid professional standards and trust

· Reactivate library engagement in 2-1-1

· “2-1-1 unshaken by quake” – resiliency

· “2-1-1 links parents to child care resource & referral programs”  -- replaces 800#

· Connect to county services

· “2-1-1 and counties work hand in hand”

· “Integrated help system” – beyond “coordinated”

· Coordinated effort between job training programs

Concerns  -- what do we need to address while building this statewide system?

· Non-intrusive, client sensitive

· Confidentiality

· Language capabilities for seniors

· How will we create a robust “disaster-proof” system

· Assure that disaster is a component of all statewide 2-1-1 organizations

· Availability in rural areas

· 2-1-1 will become “bureaucratized” and lose the trust of community folks and agencies

· Concerned that a statewide initiative will create red tape or unrealistic program requirements

· That all ILEC and CLEC providers be brought into the conversation

· How does 2-1-1 effort for phone coordinate with general and specialized portals on web?

· Get Association of County OESs involved at regional meetings and June stakeholder – Cecile will help
· Require database providers (service providers) to meet stated local accessibility requirements in order to be listed

· Need for training on “What is Access?”

· Database for 2-1-1 and updating in real time

· Maintaining, updating, keeping current the technology – computers, web sites, phone systems

· 2-1-1will be susceptible to political tides and whims

· How to cover 2-1-1 provider phone rates for usage

· 2-1-1 needs a feedback mechanism re: quality of service

· Sacrificing quality to save money/ implementing the cheapest model rather than the best model

· After-hours service won’t be as good as M-F day time service in all counties

· Hearing impairment for Seniors

· Marketing for all disabilities

· Must address cell phone access to 2-1-1

· Is funding “start up” or “sustainable?”  Is there danger of starting and then stopping due to lack of future funding?

· State (governor and HHS) executive and legislative branch issues with 2-1-1 and a statewide system

· During and after a disaster, ensure adequate training of overflow call response personnel

· Ability to redirect calls: 2-1-1 ( 9-1-1; 2-1-1 ( 3-1-1

· Funding subsidized
Assumptions
Assumptions – the “givens” we will build upon

· We are building a system, not simply a service

· It will be designed to provide 100% of Californians with 2-1-1 services 24/7/365
· The system is made up of partnerships of a diverse group of organizations, including I&Rs, UWs, and others who each commit long-term time and resources

· System builds on existing resources and significant work already done in many counties

· 2-1-1 acts as a gateway to other services, including specialized I&Rs

· System will meet the requirements laid out in the CPUC order

· Funding will have to continue to come from a combination of sources

Role of 2-1-1
Vision: What role will 2-1-1 play?
We know that, as a provider of Information & Referral services, 2-1-1 will provide:

· Access to human service information for community members in need
· Advocacy on behalf of individual callers when referrals do not lead to the needed results
· Access to human service information for professionals (such as other agencies, social workers, medical professionals) 
Small groups explored the possibility of the statewide system incorporating three other roles:

· Provide relevant data for planning, policy making, and funding decisions
· Connect people to ways they can give help (in addition to getting help)
· Becoming an integral part of disaster information system
Each is discussed in turn

Data for planning, policy making, and funding decisions
Benefits:
· Allocation of resources
· Gaps in service

· Advocacy

· Grant funding

· Improve own services

· Web

· Meta tags

· Overall picture of population and needs

· Provides local, regional, state picture

· Provides sectoral picture

Partners: 
· CAIRS
· State-wide advocates

· Local governments (city, county)

· Funders

Barriers:
· Who would analyze the data?
· Is there a statewide agency that would look at information gathered by 2-1-1s locally?

· Confidentiality; privacy regulations

· Consistent collection

· Training

· Common terms

· Why will this help me?

· Fear of decreased resources – don’t provide the ammunition to shoot us with

Recommendation:
· YES build into the state plan, but move gradually at the state level
Connecting people to ways they can give help
Benefits:
· Volunteer matching opportunities
· Ability to put volunteers where they are needed during disaster/ emergency event

· Donations management

Partners: 
· United Ways
· Volunteer Centers

· Red Cross

· Salvation Army

· Specialized I&Rs

Barriers:
· Distribution of donated money in equitable manner
· No defined infrastructure for volunteer organizations

· Statewide database maintenance

· 2-1-1/ I&R is phone based while volunteer system is web based

Recommendation:
· YES giving help should be a part of the statewide plan
· Integrated Give Help system (clearinghouse/ brokerage) would take load off 2-1-1

Becoming an integral part of the disaster information system
Benefits:
· Meets needs of the community in an organized manner

· Centralized point of contact

· Rumor control

· Safety

· Know where to volunteer and donate

Partners: 
· ARC and VOAD and any other CBOs
· City and County OES

· County and private  health and other agencies

· Emergency response agencies

· Appropriate interpretive services

· Media

Barriers:
· ADA compliance
· Multilingual/ multicultural services

· Funding

· Communication between agencies – who’s on first?

Recommendation:

· YES include disaster information as part of the statewide system.  Standardization Q&As, community component, targeted services 
Outcomes to achieve

For community members in need

· One number access at the state and national level
· Free and confidential

· Quality referrals

· Expanded coverage

· Access to services across the state

· Easier expansion of service and a more timely response

· 2-1-1 Branding

· Statewide PR and marketing

· No stigma

· Standardization and availability

· Level of accountability?

Possible indicators and measures:

· Recognition of 2-1-1 and what it means; survey; target 85% recognition after 5 years
· Cost efficiencies and effectiveness of providers

· Use and utilization; provision of statistics, success measure; 10% of population use of system
· Integrated voice/web-based system; success measure 
For taxpayers

· Improved human services
· Updated public information

· Less duplication ( cost efficiencies

· Better planning and policy making

· Reduce 9-1-1 use for non-emergencies

· Less confusion on what number to dial for social services

· Need to build “value” of service

For direct service organizations

· Single statewide resource
· Specialized I&Rs able to focus on their services (not calls for other needs)

· Higher confidence in service (know there is a place to send people if their request is outside your area of expertise)

· Share currently available services (ie beds available at shelters, remaining subsidized child care slots)

· Statewide agencies know that there is 24 hour access to services
· Ability to patch calls from different parts of the state to local 2-1-1 service

· Improve services and limit the redundancies – save money

Service opportunities for 2-1-1
· Questions to help us identify the services:

· Where has new money been introduced?

· How are people connecting information?

· Health insurance enrollment
· Safely Surrendered Baby program (health department?)

· Shelter hotline

· Adult Protective Services

· Child Abuse

· Connect to local child care resource & referral information

· Elder Care locator

· Flu general
· Upcoming need – anticipate a bad Avian Flu season

· Senior 800 #s including ombudsman

· Communicate legislative changes, ie child safety seats

· Accomplish HUD goals of homeless accessing services through “mainstream” sources

· Job seekers
· Prescreening for phone and utility programs for low income 

· How to file a formal complaint with the FAA or FCC

· Partner with disaster system to connect to shelters and disaster assistance centers; allow outside people to find their families

· Contact information for immigration service referrals

Concerns and tradeoffs
· RE: eligibility determination

· Incomplete information

· Callers become irate if not eligible

· Complicated to determine eligibility

· Conflict in roles: trusted information source vs eligibility determination

· Careful setting expectations

· What role are we establishing for 2-1-1?  Not supplanting what others have provided

· Funders setting the expectations of what 2-1-1 will provide

· Perception of who calls 2-1-1: service for “low income people with problems”

· 3-1-1 clarity

· Conflicts in mission and message for 2-1-1 providers
· Not all statewide efforts are implemented the same way everywhere

· VoIP and web options

Existing resources to build on

Statewide

· First 5 commission

· First 5 association

· Legislature

· Highway patrol/ association of police chiefs, fire chiefs, sheriffs, local

· Health and Human Service Agency

· Various components

· State human services

· CA Department of Education

· Cisco/ VoIP

· Tribal organization

· Schools – association of superintendents or of principals

· Faith based

· Health – nursing, CA Academy Pediatrics, Public Health Association

· California Association of Telephone Agencies – includes smaller telecoms and wireless
· Funders

· Association of County OES

· Specialized I&R

· Air Quality grants – support due to reduced trips

Especially in underserved counties
· Counties are required to have 24 hour mental health access lines to make appointments for county clinics

· Senior I&A in every county

· Local childcare referral agency

· First 5 commission

· One stop employment centers

· County level public benefits I&R services (federal money)

· Question to help identify partners: Who gets calls asking for help outside their area of expertise?

· Parks and rec

· Local pediatricians

· Schools

· Counties – offices of education, social services, General Assistance

· Libraries 

· Have trust, lack of stigma of those who are not low income

· Reference and children’s librarians often asked for resources

· Law enforcement
· Legislative offices called with constituent questions

· Intra Tribal Council; CA Manpower Corporation

· Web based services – can be accessed by any agency

· 9-1-1

· Faith based organizations
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