Application for Designation as

a 211 Call Center

Any agency or organization applying for designation as a 211 Call Center in the State of Ohio must operate 24/7 at the time of application or have a written plan and signed contract or letter of intent to contract in place with the organization that will be providing all or a portion of the 24/7 coverage.  This documentation must accompany your application.  In addition, the agency must operate an information and referral program or have a plan to contract with an agency operating an I&R program at the time application for designation as a 211 Call Center is made. The applicant must submit the following items to the Ohio Council of Information & Referral Providers, Inc. (OCIRP)/OhioAIRS c/o Stephen Wertheim, United Way of Greater Cleveland, 1331 Euclid Ave., Cleveland, OH 44115.  It is preferred that one original be sent to the above address and an electronic version emailed as well to swertheim@uws.org. 

· Completed Application for Designation as a 211 Call Center;

· Plan for implementation of 211 service, including a time line;

· Resolution of the agency’s governing body approving and authorizing the implementation plan;

· Representation that the National 211 standards for 211 Call Centers have been met, or a written plan, approved by the agency’s governing body, to meet the National 211 standards within three (3) years of the agency’s designation as a 211 Call Center and an agreement to submit semi annual reports to OHAIRS indicating progress toward implementation;

· Brief history of the agency including number of years in operation; call volume; funding sources; and relationships with other information and referral agencies, if any; and

· Documentation of community support for the agency’s designation as a 211 Call Center.

· A signed contract or letter of intent to contract, outlining terms and date of implementation if the applying organization is collaborating with another entity to provide 211 services in a given service area. 

· Willingness to sign off on an agreement to comply with ongoing requirements to maintain designation if granted, understanding that lack of compliance may result in approval/designation being revoked. 

All required documentation must accompany the submitted application.  Incomplete applications will not be accepted.  After the Application and required documentation has been submitted and reviewed, OCIRP/OhioAIRS will notify the applying agency in writing of its designation as a 211 Call Center or of the reason(s) designation has not been made. 

Application for Designation as

a 211 Call Center

Agency Identification Information

1.
Agency name:

2. Agency address: 
3.
Telephone: 

4. Facsimile: 

5. E-mail address: 

6. Website: 

7. Chief Executive Officer: 
8.
Contact Person: 
9. Counties to be served by 211 Call Center: 

10.
Agency is currently operating an information and referral program or will be contracting with an operational I&R program (check one):  


 yes       no     Number of years in operation:  

11.
Please attach a brief history of the agency including call volume; funding sources; and descriptions of relationships or partnerships with other information and referral agencies, if any.

12.
Please attach a brief description of your working relationship(s) with specialized I&Rs in your community (Child Care R&Rs, Volunteer Center, Senior I&Rs), if applicable. 

Documentation of Community Support

For applications to be considered, you must provide letters from at least 80% of the following organizations or entities that operate in your county indicating their support for your agency’s designation as the community 211 Call Center.  Please cross out any organization or entity that is not available in your county or locality.  (check all that are attached.)

· Area Agency on Aging

· Alcohol and Drug Board

· Battered Women’s Shelter (or other agency addressing domestic violence)

· Childcare Resource and Referral Agency

· Children’s Services Board

· Community Action Agency

· County Department of Jobs and Family Services

· County government (e.g., Commissioners, Council, or Executive)

· Crisis Hotline

· Family and Children First Council

· Library

· Local/Regional 911 or NENA service Provider

· Mental Health and Recovery Board  
· MRDD

· Municipal government where agency is located

· Rape Crisis Line
· United Way

· Volunteer Center  
· Senior Information and referral agency  
Compliance with 211 National Standards for 211 Call Centers

The following is a list of the standards for 211 centers adopted by the National 211 Collaborative and approved by the 211 Ohio Collaborative.  Please indicate whether your organization now meets each standard by checking the appropriate box.  If your agency does not now meet a standard, briefly describe, in the space provided, the target dates and action steps which will be taken to come into compliance with such standard within three (3) years and attach your written Plan to this Application.   

1. Ensure the provision of 24 hour coverage, year-round.  Please note that operating 24/7 (or have an arrangement for providing for 24/7 coverage) is a prerequisite to an agency being designated as a 211 Call Center.

· The agency currently meets this standard.  (Briefly describe how this service is provided.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard.  Include copy of any contracts or letters of intent to contract with another organization to provide all or a portion of 24/7 coverage):

2.
Ascribe to the AIRS Standards for Information & Referral.  

· The agency currently meets this standard.  (Please describe.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard).

3. Have a plan in place to become or be accredited by AIRS.

· The agency currently meets this standard.  (Please describe.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard).
4.
Utilize Certified Information & Referral Specialists and Resource Specialists.

· The agency currently meets this standard.  (Please describe the total number of I&R Specialists and Resource Specialists in your agency and the number that are certified.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard):

5.
Demonstrate cooperative relationships with specialized I&Rs, crisis centers, 9-1-1s and 3-1-1s, where applicable.

· The agency currently meets this standard.  (Please describe the relationship, existence of written agreements, etc.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard):

6.
Have means of tracking call volume, number of abandoned calls, average speed of answering, average call length.

· The agency currently meets this standard.  (Please describe means of call tracking.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard):

7.
Computerized I&R database with client collection capability.

· The agency currently meets this standard.  (Please describe including type of software used.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard):

8.
Use the AIRS/InfoLine Taxonomy.

· The agency currently meets this standard.  (Please describe how the taxonomy is used.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard):

9. Have the ability to publicize 2-1-1 services and educate the public on an on-going basis.

· The agency currently meets this standard.  (Please describe.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard): 

10.
Hearing impaired and multi-lingual accessibility either on-site or access to live translation.

· The agency currently meets this standard.  (Briefly describe how service is provided.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard):

11.
Ability to develop linkages through protocol with appropriate clearinghouse agencies that may be able to provide services such as volunteer or donation management.

· The agency currently meets this standard.  (Please describe.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard):

12. Ensure quality of service and inquirer satisfaction through appropriate        follow up.

· The agency currently meets this standard.  (Briefly describe your follow-up policy.)

· The agency does not currently meet this standard. (Briefly describe action steps and target date to meet this standard):

