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July 14, 2006

VIA EMAIL

Executive Secretary

Michigan Public Service Comrmission
Deparliment of Labor and Economic Growth
€545 Mercantile Way, Suite 7

P.0. Box 30221

Lansing, MI 48809

e United Way Regicnal Call Center - Case No. 1)-14935
Dear Executive Secretary:

Our office represents Washtenaw United Way, fiduciary agent for Washtenaw United
Way. Livingston County United Way and The United Way of Monroe County in
connection with the application of the United Way Ragional Call Center to be assigned
the telephone digits 2-1-1 and designatec as the community resource information and
referral answering point for Washtenaw, Livingston and Monros counties,  Attached
please find the application and exhibits thereta. Pleaze advise if there is any additional
information or material that you will need in processing this application.

Wery truly yours,

K‘?ﬁﬁiﬁi /5 M}/
Rubert B, Foster ' m
REF:dch

. Ms. Sandra R. Rupp, Executive Director of
the Washtenaw United Way

Dwtentt  Rlnomaffeld Hille  AnnArbor Lansing Helland  Boor Balon Wachington DoC. Allanece Cffenr Belliing  Shanghal Adombor Lok Masdr



APPLICATION AND WOTHE OF OPPORTUNLLY 1O COMME N1
STATE OF MICHIGAN

BEFORE THE PUBLIC SERVICE COMMISSION

In the matter of the Application of the
United Way Regioual Call Center 10 be
assigned the telephone digiis 2-1-1 and
designared as the communiry resource
information and referral answering
point for Livingston, Monroe, and
Wiasbrenaw Conmmes .

e e e " T "

APTLICATION

The United Way Regional Call Center respectfully subnuts thus Applicauon 1o the Michigan
Public Service Commission {*MPSCT or the “Commission”) prrsizant 1o the Michigan
'Lelecommmmuncations Act, MCL § 484.2101 ot seq, specifically MCL § 484 2214, seelang issuance
of an order designanng the Umted Way Regionat Call Center (hercafter called “Unned Way
Regional Call Center” or “Regronal Call Center™), a commumty wesource inflormation ard

referral entiry, as the 2-1-1 answering point for Waslwenaw, Livingston, and Moenros Counttes,!

‘The United Way Reytonat Call Genter {(EWRCC) also respectfully requests the transter of two
exchange areas, Ypsilant and Willis, which are currently held by United Way for Southeastern
Michigan 2-1-1, and designanion to TRRCC, A magony of the service area within these

" This Application will generally refer to Washrenaw, Livingston, and Monroe Courties as the
m-county geographical area [or which the Regional Call Genter will be designated the 2-1-1
answering point. "[he actual exchange areas (somenmes referred 1o as rate centers) for winch
designation would apply are as follows:

Exchange Aress in Livingston Counly: Gregory, Pinckney, Whitmore Lake, Fermon, Byron,
Linden, Fowderville, I Towell, I Tartland, Boghion

Exchange Areas in Washtenaw County: Gregory, Chelsea, Manchesier, Tipton, inton, Saline,
Wilan, Atn Arbor, Whirmore Lake, ["umknev Dexter, Ypsifanti, Willis

]:.\chanj:e Areas In Monrge Coumty: Milan, Botton, Dundee, Petersburg, Lambenville, North
Sylvarua, Lost Pemnsula, Tcmpcrmmc Ene, 1da, Monroc, Ncwport C’uiet-::-n, Mayhere




Lnited Way Regional Call Center
Application and Notice of Oppartunity to Comment

exchanges Is within Washtenaw County. Please see Exhibit 1: Memorandum of Understanding
IMCU) between Reglonal Call Cermter and United Way lor Southeasiern Miclugan 2-1-1.

[wrthermore, due 1o the previows 2-1-1 designanon of call centers m neighbonng counties?,
several rate conters waith service arca m Tivingston, Monroc, and/or Washtenaw County are
curreny held by exasimg 2-1-1 call cemers® Agrecmnents have been established bevween the
Regional Call Center and existing 2-1-1 call centers vo ensure that revidents n all exchange areas
are provided with high- quality 2-1-1 services and are servad by the appropnate call center.
Please see Exhibit 1 and Exhibit 2: MOU between Regional Call Center and United Way of

- Jackson County 2-1-1. |

Although small portions of the Bell Oak and Webbervil'e exchange areas prowmde telephone
service 10 Livingston County residents, these two exchange arcas are not included m this
application due to the cost o maplementation and discussion with Umted Way of Jackson
Counry 2-1-1 regarding their pending applicarion with M- AIRS 1o include Ingham Couny in

ihe Jackson County 2-1-1 service area.

[n support of this application, the Regional Call Center prescats the following

mdorma lion:

1. 'The United Way Regional Call Conter combings the histary and expertise of many entities.
Monroe and Livingston Couniy both have extensive expericnce operaung information and

referral servees wathun their respective communities.

* Neighboring call centers with 2-1-1 desigrarion include United Way for Sourheastern Michigan
2-1-1 angt United Way of Jackson Connty 2-1-1,

* Exchange areas which overlap county boundaries of Livingston, Monroe, and/ or Washtenaw
Countw:
Exchanee Area held by Jackson County 2-1-1: Stackbridge

‘Mutc Lakc Pl}fm::nuth, Rockwaod, Flﬂt Rnck



United Way Regional Call Center

Applicatton and Notice of Opportunity to Comment
The Monroe County First Call [or Felp call center has provided information and referral
service 1o the atzens of Monroe County for the past 20 years. This service was creared
atrer a needs assessment conducied by tie University of Michigan School of Social Work
identified the lack of a comprehensive information and referral sexvice in Monroe County.
Upon formation, First Call for 1 [elp expanded 10 include 176 agencies and 1,005 available
services. The Regional Call Cerer has been endorsed by the Monroe County Human

Services Collaborative Comnpyttece.

The Livingston County call cenver—{ormerly known as LCHelpNowd— was developed by
Oakland Livingston Human Service Agency (OLHSA) in April of 2004, The call center
answered over 1,300 calls and the LCHelpNow! website recerved over 900 visits from Apnil
2004 through September 2005, LCHalpNow! T Tas been endorsed by the Tiwingston County
Human Services Collaborative Committes. The success of this program was demonstrated
when the Livmgston Couwnry 2-1-1 Workgroup was named, *2004 Collaboratrve "I'zam of the
Year” by the Livingston Coumy Human Services Collaboratrre Body, and when the Howell
Chamber of Commerce announced LCH:IpNow! was the, “2004 Community Initiative of
the Year”.

Washtenaw County has no had an mformanion and reterral service for many vears. Afler
comxlucting a thorough feasibility study durmg 2002-2003, Washtenaw United Way agreed 10
sponsor and lead a conntywnde informanon and referral service tailored after 2-1-1 calt

centers throughout the country. Please see Exhibit 3: Washtenaw 2-1-1 Teaubility Srudy.

In the fall of 200%, Washienaw United Way became the tiductary agent for the Regional Call
Center, which combined the eflorts of Tivingston United Way and the United Way of
Moerroe County. Thron Valley Ambulance (HVA} consented to operate the tri-couny call
certer under contractual amangement, HVA has provided 9 1 1 services to Washrenaw
County and surrounding areas for 22 years; their orgamzanon has extensive cxperience with
raxcnomy and mlormation and refemral services. Please sce Exhibit 4: Regional Call Cenrer

Organizational Chart.



Umited Way Regional Cafl Center
Application and Notice of Oppostlunity to Comment

2. Washtenaw United Way s 2 non-profit organization in Ann Arbor, MI, Livingston County
- United Way 15 a non-prof it organization focated 1 Brighwn, ML The United Way of Monroe
Coury is a nun-profit organization in Monroe, M. The Regional Call Center is housed at HYA
in Ann Arbor, ML Memorandums of Understanding between all core partners are inchided
as Exhibit 5, Exhibit 6 and Exhibit 7,

3. The Regional Call Center has received 9,100 calls from residents in Livingston and
Washienaw: Coutties since launching the 7-dign mamber (734) 477-6211 on November 15,
2004, Regional Call Center coverage of Monroe County will begin upon 2-1- 1 designarion.
The Regional Call Center provides information and referral services, toll free calling, the
abilty tor rranster and conference callers when deemed appropriate [or residenty of
Livingston, Monroe and Washrenaw Counties at no charge to our callers. Following the
transition to the three-digit 2-1-1 number, other call centers aronnd the country have
expericnced a growth m call volumic cquivalent 1o eighr percent of the total population
served. Based onthis information, we anticipate the maxinum calf volume 10 eventually
reacls approximatsly 53,500 aunual calks. Furthermore, other 2-1-1 call centers nationwide
have estimated the need for one foll-time call specialist per 1,200 calls per month. Curremly,
the Regional Call Center has one [ull-time call taker and six pant-time call takers; we foresee
hinng an addiional call specialist during Year 3 1o accommodate increased call vohume.
Please refer to Exhibit 8: Call Volume & Statfing Projections, 2006-2012 far further

Information.

4. In response to Humricane Katring, on September 15, 2005, the Regional Call Ceinrer
immedhately expanded operations to provide information and referral servizes 24 hours per
day, 7 days a weck, 365 days of the year, to assist the evacuees from the Gulf Shore and the
residents of the tri-connty region. As the 9-1-1 service-prowider for Washtenaw County and
surrounding areas, HVA has the properly trained statf and the organizational capacity to
operate the Regional Call Center 24-7-365,



United Way Regionaf Call Center
Application and Nﬂti_ce of Opportunity to Comment
5. Information and referral services at the Regonal Call Cerer are primanty provided by a full
time Cormmnumty Resource Specialist {CRS). Two part-time call tabkers are cenified
Compunity Inlormanon and Referral Specialists (CIRS) and provide localized information
and referral services to Livingston and Monroe County residents. These mcividuals provide
information and relerral service during busincss hours— 9am (o 5pm Monday through
Friday. Calls received after business howrs, on weekends and holidiays, or when call volurne
exceeds CRS and/or CIRS sl are directly routed to a HVA call taker who i trained to

provide 2-1-1 mformanon and referral services.

6. The Regional Call Center has developed protecols 1o cnsure that a call identified as u crivis
vall® 15 sppropriately handled and the caller receives immediate emergency services. Please
seet Exhibit 9 Crisis Call Training Modules.

+  Meural health crisis calls will lw: redirecied wo the University of Michigan Heallh Centers
Emergency Psychiatric Services. (Please see Fxhibyit 10: MOU with Emergency

Psychiatric Services— University of Michigan Health Cemners).

o A cuflerin an immediaze emergeney situation will be directly connected to the county-
appmpn'até 9-1-1 service provider, Please refer 1o Exhibit 11: MOU with Washtenaw
Centrat Dispatch, Exhibit 12: MOU wath Livingston Central Dispatch, and Exhibit 13
MOU with Monroe County Cenrral Thspatch, In wurn, ull of these 9-1-1 centers will
refer appropriare calls 10 1he Regional Call Center.

7. Recogmzmg the diverse population of the tr-county area, nesources are in place to ensure
that language or disability wall not be barriers to accessing 2-1-1 services. Tor a caller who
prefers 1o communicale 1 a lnguage other than English, HVA unilizes the AT&T Language
Line, which provides 24 howur a day, 7 day a weck *real time™ interpretation service in
hundreds of languages (Exhibit 14: Language Line invoices). Michigan Relay provides a

* A enys call is defined as a call in wloch the caller s coremplating suicide, expeneneing
extreme emotional distress, or the caller 15 n a life-threatcning sitvation that requires immediate
police, fire, or medical mtervention.



United Way Regional Call Center
Application and Notice of Opportunity to Comment
TDD line, enabling hearmg-ninpared callers to access 2-1-1 services. Flease refer to Exhibit

15: Special Mopulanoas Training Medule, FIVA will meur the cost of these services.

. 'Ite increasing populasity and public comlon wath searching for information on the Internet
encouraged the Remonal Call Center to develop an interactive websire that provides an
addiional verue for 24-7-365 access 1o service and relerral information online, The
Regional Call Center website is visible, accessible, and easy to use. Future plans include
addmg nformation kiosks in each county so comuminity members have access to the

Regional Call Center website and can search the information and refcrral database,

. The Regional Call Center wtilizes Regér? software, which i designed specifically [or 211
information and refernl services. 'The Reglonal Call Conrer also uses the mionally-aceepred
taxonowmy of the Alliance of Information and Referral System (AIRS). In March of 2004,
Washtenaw United Way and HVA initjated the development of a single, integrated davalase
of bealth and barman service informarion. Agency and service information was collecied
[romn providens in Washtenaw Cournty, as well as infornmation from the Monroe Cownry First
Call for Help and the LOHelpNow! databases. Many steps have been taken to ensure
searnless access to the most up-to-date iformation about health and human services in the

-cowy area, inciuding:

»  The Regional Call Conzer has suceessfully merged three county databases into one
centrahized database accessed by all call takers, Standardization allows for wansparent
access to the Regional Call Center database by 2-1-1 ather call centers, dunng umes of
emergency, if necessary. Curently, the Regional Call Cenrer database containg 800

agencies and 1,400 services.

+ Considerable effon continmes to be made by Regional Call Center staff vo nintain the
database and to make cenain that it contains current information. Policies for updating

the database are strictly adhered 1o, which assares that information i as accurare and up-



1G.

11.

United Way Regional Call Center
Application and Notice of Opportunity to Comment
1o date as possible. Exhibit 36 contains the Regronal Call Cemter policy regarding

resource management and protocol updates.

¢ An online web feature has been added vo the Regional Call Cearer website which allows
. service-providers to change and update information about therr ageney. This fearure

conmriaes o the accurary of the daabase.

The Regonal Call Center collects dara meluding, but not imited to, caller Z1I code, type of
sesvice(s) needed, nature of the referral(s) made, and caller needs that canmot be met by
current resources. The Regional Call Cenmer will also erack vatious operational and
verlormance measures, inclnding calf volume, number of abandoned calls, average speed of
call answered, average call length, average lergth of time in queue, and the number ol calls
routed or transterred. Thas mformanon will be used [or miemal evalvation and management

DUTPUSES.

‘Ihe Regional Call Center will regutarly analyze 2-1-1 dara in order to produce current
orotiles of community needs, recognizz trends in services, and identfy gaps in current
community resceces. Lhis data will be reported to the community, as well as to local and
stare pohcy-makers, 1o assist m wenbfymg vnmet community needs and to support the

development of plans for reallocation of resources.

Given the informarion provided by the Remonal Gall Center, the Commission must consider

specilic [acior set lorth below In making its determination pursuant to MCL § 484.2214 to

dﬂﬂ{grmrﬁ a call cerrer as 2 2-1-1 informanon and referml an-;wcriﬂg point,

MCL §484.2214(3): The commission shall designate a commuoenity resource information

and referral entity to be the 2-1-1 answering point [or various geographical areas within

this state. In making its determination, the comrission shall consider all of the

following:



Umited Way Regional Call Center
Application and Notice of Opportunity to Comment

1. Section 214 3{a): The recommendations of Michigan 2-t-1, Inc.

‘Lhe Regional Call Cemer vecognizes the benefits of an integrated, state-wide 2-1-1 systeny, and
has made etfons to covperate with Michigan 2-1-1, Inc. by pamcparing 0 discussions regarding
regionabization of 2-1-1 services and by contributing to the developmemn of the Michiyan 2-1-1,
Inc. business plan. The Regional Call Cenrer has obtamed the recommendarion of Michigan
2-1-1, Inc. 10 become a prownder of 2-1-1 mformarion and referral services for the wi-county

area; Exhibit 17 contains a letter of support provided by Michigan 2-1-1, Inc.

Fe Regiond Call Conter bas satisfadonly oltaned the weonmremdtion from Mudngm 2-1-1, Inc, ths
satisfyirg: the reirereny of Sectior 214 3,

II. Section 214 3{b): Whether the relevant state-endossed muitipurpose collaborative

bodics arc in agrecment.

The Tavingsron Conrmy Human Serces Collaboranve Body, rhe state-endorsed multipurpose
collaborative body for Livingston County, endorses and approves the Regonal Call Genter as
the designated 2-1-1 answenng point for Livingston County. Exhibit 18 conrains the

Livingston Co, TTuman Services Collaborative Body Leter of Endorsement.

The Monroe County Human Services Collaborative Networly, the state-endorsed mulnpurpose
collaborauve body serving Monroe County, has endomed and approved the Regional Call
Center as the designared 2-1-1 answering point tor Wonroe County, The Monroe County

uman Services Collaborative Netwrork Letter of Endorsement is E xhibit 19.

The Washtenaw ITaman Services Collaborative Gouneil, the state-endorsed mudipurpose
collaborative body for Washtenaw County, endorses and approves the Regionat Call Center as
the designated 2-1-1 answering point for Washtenaw County, Please sea Exhibit 20, which
includes the Washienaw Fhuman Services Collaborauve Counci Body Letter of Endorsement.



United Way Regional Call Center
Application and Notice of Cpportunity to Comnment
The Regional Call Caner bas satisfacorily grined approwal fron all velewint state-endorsed meditpnapose
ollabonatine booles, thergfore satisfying moparanait Sectir 214 566).

TH, Section 214 3{c): Whether the entity has estabhshed a framework to assure the
provision of coverage of the 2-1-1tclephone number 24 hours per day, 7 days per week.

The Reygional Call Center i currently providing informarion and referral services 24 hows a day,
7 days per week via CRS, CIRS, and contracted services with HVA. All partners have
coordinared 1o ensure a provision of coverage when the Regional Call Censer recerves the 2-1-1
designation. A set standard for 2-1-1 call cenvers which states, “Vhe Call Center shall be
accessible by operaung on a 24/7 basis, without assessing a direct charge apainst callers, and
demonstranng a commatment to reasonably accommodate callers with special nzeds” (Please see
Exhibit 21, Standard 2) was met as part of the MI-AIRS endorsement. All entities participating
mn this tr-coumy collaboration have made significant commitments to assure the successiul

ustablishomen and susiainabilicy of the Regional Call Center, including:

+  Substantial investment in the set up of the Regional Call center, including a community
needs assessment and discussion with coumy and state oflcals regarding the benetits of
2-1-1. Furthermore, UWRCL made a signilicant effort to consult with suceesshal local and
state 2-1-1 call centers 1o leam best pracuces for mformation and referral services, develop
relanonshops with local service providers, and ercate the necessary MOUs and protocols for
the Regional Call Center to operate effectively. Exhibit 22 contains a list of all menuzey
with whom the Regicnal Call Center has developed MOUs.

s Washrenaw United Way has made the comumitment 1o be the iduaary agent for the
Regronal Call Center, to provide adequate administrarive suppor via the Program Manager
ang statt members, and to make {inancial conuibattions. Regional Call Center staff has
worled diligently 1o develop relavonships with local funders, meludimg the Ann Arbor Area

*The Regicnal Call Center consulted with United Way for Southeasiern Michigan 2-1-1, Fist
Call ol Ouawa County 2-1-1, and Connecricu 2-1-1.
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Community Foundation, PHizer Global Rescarch and Development, RNR Foundation,
Kiwanis, and Washtenaw Counry. We anstcipate continued support (rous (hese
organizations. Furthermore, efforts to obiain additional funding from local and national
[omdations, Tocal umions, a corporate sponsorship program, and private donatinns are
undersay. The aid of a diverse group of funders and the commitments of the three Unired
Way olfices wall prowide the Regional Calt Center the necessary resources 1o maintain

operations 24 hours a day, 7 days per week, ar no charge 10 callers.

Prgrsart 10 verpaivenent 3(d, the Regonadl Call Center satssfatonly prozids serciaes 24 bowss per day, 7 dos

I'V. Section 214 3(d): Whether the entity mects 2-1-1 standards adopted by the Michigan

Alliance for Information and Referral Systems.

The Unined Way Regional Call Center completed an extensive M- AIRS applicé.t.iun, which
included creating new and revising existing protocols and procedures, as requested by MI-
AIRS% Exhibit 21 contains the MIAIRS Standards lor 2-1-1 call centers, MI- ATRS completed
an extensive review of the Regional Call Center’s program and capacity to provide 2-1-1 sarvice
to Livingston, Monroe, and Washtenaw Countes (Please see Exhabil 23: Review Team Mininat
Expectations Protocol) and has determmed that the Regronal Call Cenrer has satistied all the
requirenens, as sct forth by ther standards. On June 14, 2006, the Regional Call Center
received endorsement from MI-AIRS as 2 2-1-1 call center. Exhibit 24 contains the MI ATRS

ctier of codorsement.

1l Regional Call Certer has satisfactonly oftatred endorserent from MEAIRS, satzshirg rogireront
@ |

* Due 10 the extensive volume, the complete Regional Call Center MI-AIRS application and
supplemental documents are not included in this applicarion. They will be made available {or
FEVICW Upon request.

-10-



Umted Way Regional Calf Center
Appheation and Notice of Opportusity to Conment:

Wherefore, Petitioner UWRCC respectlully requests:

A The Commission assign the telephone digits 2-1-1 to the United Way Regional Call
Center as the community resournce information and referral answering point for
Washienaw, Langston, and Monre Counties;

B. The transter of the exchange areas Ypsilant and Willis trom holding by United Way
[or Southeastern Michigan 2-1-1 to the Unered Way Regional Call Center

. "The Commission preseribe appropriate intercennection: orders; and

D. Tt be grased any such further relief as the Commission may deem just and equitable.

Respectfully submmmied,

BUTZEI T.OMNG

o 0 G

Robert Fostor
Antomey for Petitioner
(enter arddress & phone mto)
35 S MmAwe gf,
Co Te 3ail
Ay ARGOR . 9/

(773%) 2/3¥ 302

Datzd: Juwy *2£, 20265

-11-
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Exhibits
MOU between Regional Call Cermer & United Way for Southeastemn Michigan
2-1-1
MOU between Regional Call Cemer & United Way of Jackson County 2-1-1
Washvenaw 2-1-1 Feasibily Snuly
Regronal Calt Center Organizational Chart
MOU between Washtenaw United Way & Huron Valley Ambulance
MOU bewween Livingston Counry United Way & Huron Valley Ambulance
MO berween United Way of Monroe County & Huron Valley Ambulance
Regionat Call Center Call Volumc & Stafling Projections, 2006-2010
Call Specialist Training Manual: Crisis call modules
MO berween Regional Call Cenler & Emersency Psychiairic Services—
University of Michigan Health Centers
MOU between Regional Call Conter & Washtenaw Central Dispatch
MOU between Regional Call Conter & Livingsten Central Disparch
MOU between Regiomal Call Center & Monroe County Ceteal Dispatch
N ET Tanguage Line invoices
Call Speciabst Training Manuzk Special populations module
Regponal Call Center Resource Management and Updating Protocel policy
Michigan 2-1-1, Inc. letter of recommendagion
Livingston Co. Human Services Collaborative Body lerter of endorsement
Meanroe County Human Services Collaborative Network lorter of endorsement
Washtenaw [*man Services Collaborative Council letter of endorsement
MI AIRS Standards for 2-1-1 Call Centers
Regional Gall Center #ist of Memorandums of Understanding
ME AIRS Review Team Mimimal Fxpectations Protocal
MI AIRS kelrer of endorsement
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UNITED Way BEGIONAL CALL CHNTER
AN
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1, Partics
Thiz agreement iz bengeen the Unied War Begon:. Call Cenver and the Toltec Wy foe

Soucheasteer. Mivhipan 2-1-1

Llnued Wy Regienal Call Center (RO is 1 collzboraaes beowesen the loeal oz Ways
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3. Purpose
The putpose of this Wemeraodum of Dndessmanding (RO 5 to courdieate senvices proviced
o tesidema by die Ulpined w¥y bov sassessrern fbehupeo ane. che Uaaioed Wy Regio wl Call
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. . .. - . . . e e
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Pape 1 o4



MEMOZANDUM OF UMDERSTARDING

b b voaeed #o ke coonty appropaaes: 24141 call cearer This SMOU wil descrilbe vae
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3. Responsibilities

Uacted W Regronns U 28 Coner mist
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o [PORSTIE 27 -1 B the MTPSC
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preference [or setvices,

Elthe caller szares o preterenve foo wnfrmation and fon refooat fon sevices o
volumeer appormaics in Liviogseoo, Wash ienaw, o1 Mousce Couzey, he T8R
spcn'_ia:ist ] 1‘.!'.‘(.»{2:.'6!(1 ) r.-mvidf: t‘.f:l‘rl]’!l'c']‘nﬁrm;'.-':'. irfoircaationt and rofe il 23 qoelingd
wn e CAFTRCE Traning Manual

H e callen s oo dligible for services i Livingston, 88 shieney, or Slotce
Cavinniies, or i e services within the judsdicten of UWRCC do nar meer e reeds
ol the caller, o dicect selephone tansfer or o eeleml w DVFELMN 202 wal 2o mads
Tep tne TR speciazss,

I the culler srates w prefesence Bor inbormacion and for eofoem] o sorvices in
Crakland of Wayne Conmy, die TAR spocialis: w4l promide & direct welephoce monslee

ar s ooferril o TINERLRY 2-1-1.

. Mainpain & comprchensve, up-to-dase davshaze of healll wad homen sendce; wfotnstion

withity Livhugsion, Menre, g1d Washteasre Coacties,

e ff-Vrgl_ ﬁr.ﬁ‘mﬁ!’len’.r:‘srﬁ Mindgsorn 217 22ii;
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MEMORANDUR OF LINDERSLANTIING

A Retain the Plorrouod, Seath Lecn M or- 3% hite Lake, Flat Reock, and Reckeseod orchangy
areqs, gy Sy weve desimee Ly lie SP3C
B losae al [&2 speciaiists mawe the shil'y to megl e epecs al aaliers, Whee 2 caller is
wenificd w g aesideus of Mosoe oo Washeoas Countr, the Gilowing procedures wil e
akaony by all TAR spesialists:
1% The TSR aprecishist will weonly the called’s ooy of ersideance and dhe cilier’s

prefacuce far semriogs.

2 Tfthe caller stares aprofersncs B infoemaden and/or coferzal for gervanes o
volunre: opprortan-tics n COaldend ar Woene Conaties, e TR snocizlist =il
peocesd wich e cad, as otlines, by protocsl.

T

3 TF che caller 15 cor efigibde for saviees in Oekdan? or Wayaz Tounsies, or iz o
services watlda the ursdiciicn of TRFSEM 211 do aorane st the needs 2F the salles, g
dhireer telephone rearfer or wredernal <o DRSO wetlh te auele 2y o 1628 specinlist,

s FForhe gallen stares o preforence for infoomadon s/ o vererzsal forn services in
Wotne o1 Washlecaw Cowany, Zie ISR szecialias ol provide a drect telenhioone
sransfer or e =elornd oo (RO,

£ Maintair a comprehensive, up-to-date dasmbese of healdoamd Rumsn saevizes mforcaadon

within bfacemb, Caldand, srd Wavoe Coaodcs,

Gk Vaee 1¥ar Baganaed Cal? Conver cond Ulpized [Flre G Soarbgantern Sfichinms 211 il

A Unllow can agency police: ace procedures bur revpouding wooan eiuengency o1 7 cegs 2l

-~

Cocrdinate and sechange resource nformansn, strenes, and prucedites 4 easare

cooteingled sid ap-o-date infoanation char bas roaor impect and/ar influence an the
sesvioe anen. Tithe: parey shall jl'.jf:i..‘ltlf: currnineics s v Eeone, c-mail, ar other mcias
of commuonicadon.

O Arkneradechre thar srate and Tedere] baes on confudeni oy iy prevent cazh ATEOE friama
confinming or deryiog wherkec 1 celles recemved services oz accessed any componene of

sendoes wirthoul so f:x[]l:&ﬁsm."f winen telesse Teom the plgeiteciial -tmrL'u:i'l_'u:m:.
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MEMOTAND UM OF UNDERSTANDING

4. Memocandurre O Underziandiog Modification Methode

This &l0IL shall be o effoor o the Sate dhe WFEEC agrees o derfgoaze s telscom exchangs:
area i the pasiies wenufed e cutioed by 1208 agrevrieat This 8200 will condme el i s
Lemr e, ukhbied, ov eevised Doy etthee pavty o oy e MESC DRGNS EL =1, o the

BIPEC zan roquest dialogas o oz and agke chenpes oo this MO 2- 2oy fme.
5. Signed

m‘ﬁl %ﬂm«d - I

Lonzert slitler, P:?;gl:ﬂm Munage: L
Uieed War Repional Cull Cenrer

Bl Cabacel L, Divestor L L
Lleimed Wy tor Roathemstern Mivkymn 2-1-1

Page 4 of 4



Exr] 817 2

MEMOGRANDI™ GEF UTNDERETANDING

UNITED Way REGIOMAL CALl CENTEDR
AND
JACKS(N COUmMTY 2-1-1
1 Porties

Thas agresment is bevwsen the Thnded Way Regiomal Call Cenzer and the Jackson Courny 2-1-1.

Tniced Way Reprona’ Call Cermer (LREROC 15 1 collshoration berween the local Unitad W
serang Livingsien, Monnoe, and Washtenmre Cowmies mbclegar and Huros alley
Ambulance. TR nrvides comprehansive informanon and rererrel sarvices. TRFECT has
recetved endorsemern from the Michigan Alliance of information ang Refairal Systerns (I
ATES) and 5 applying for2-1-1 designanon from: e Michogan Public Service Cnmmission
(MPSG. Tending desigtugion from the MRSC, TIRRC will provide 2141 iafonnarion and

rofmiral o rvices to the wmsidems of Livingston, Momos, and Washtenasr Countice.

Tavkson Coany 2-1-7 TEEL1), & collabomaior betwsen e T ed Sy of Zackson County wd
LieWins, provides 2-1-1 hlormmaior and relerral services w esidens ol Jackson Counry
Mickdran, (0211 hes recelved endorcernent “ron MU ARS and e cesigpar’on froun the BPSC
as 2 -1 el cenier Tacksan Cowry 31-1 45 appheng for 2-1-1 Eadossement froon M- ATRS

o expand 15 2-1-1 Services 10 Clwor Ewon. Filsdale, and Tnghan Coureries,

2, Puyrposs

The purpose of <his Meinzrandem of Uederstanding (24O i vo coozdiname services provided
1 residents of Jackson Cruony 2110 and the United Way Begionz] Call Canred. Dus o -
exrhange areas wich overdap -he county boundates which separase the service sreqs of [C221
and LTWRCC, residenss who Ive within speciie exchange aress may noc ke rowured o the
coutyappropnate 2-1-1 call cenver, This MOU will deseribe the relasionsiip berseen the
idermified patries and cucline how racdificarions to this sgrecmenr will be decid=c. It is the

' Trimarily res’denis of Jackson and Ingliorn Cownties it Michiyan
* Primanily residents of Livingston and Washrenaw Counges in Michigan
* Including, bu e Liied 1o, 1re Stockbrides exchame aven,

Page 1 0f 4



MEMOHANDUR OF LINDERSTANTHNG

rerrion of hath pardes t assure that @il residents are provided itgh-quality 2-1-1 services and

e served by the most approprae 2-1-7 all cener

. Respongibilities

Iwitest Woay Bagiwand Coad Clomder aills

w “nsure thar ad T2 specialists huve the skills t meer the needs of veliers, When o caller is
wemtified as 1 residene of ]:LICksuz ar [ngham Couney, the following provedurss =45 be wakes
" by all I&R speciaisg:

L ke AR specialist will [encife the callerfs county of residence and ihe caller's
preforonce for services,

M the caller szaras & preference tor informanon apc/or referl for senvices ar
volumtesr copoitunities in Tivingscor, Washeenaw, or Mozoc Gounty, the TEE.
speciaist well proceed to provide compresersive infomraios and seterzal as mpboed
b TNECE Tratming Ml

31 1f the calter is not elizible for servicess in Livingston, Washreaaw, or Momoe
Coaries, ov if the servizes within the unsdiction of TWRIXI o no: meat the needs
of the caller, a direct telephone wranster or a referrd vo JC 237 wall be rade bre the
[&R specabst.

4] Hf ¢the zaller staes a preference tor imfentnetion andsoe referral [or services 10 Jackson
ot Ingham Couney, the T8 specialisr will provids a direer telephore transfer ora
prlara w U211

. Mnieuwsin 1 cmnpr.&lm:.usi-.-e, up-ierdare datsbase of health and hurean services In*resmtion

witim Livimgston, Morsos, and Fasbrenasr Counries” resouroes,

akian Clhirmiy 211 s

. Retain the Storkbndze cxchange aren, 85 W was designaced by the $PSE

- Trsure all TRR spepialists have the sldls tn mee: the needs of calless, Whenacaler &
idenmified as a vesident of Livingstor. or Washtenaw Cooty, 112 following procedarss will be
taten by sl ISR specialisis:

Page Y al 4
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MEMORANDL M OF UNDERSTANDING

The TR, gpocaalar will idemi™ the caller’s covnlr o resicenoe and the calivr™s
prefenence foo sepices,

If die cafler stares o prefevence for infownerion cad/or weleral fov services or
voluntear mppomnites in Tngham of Jackson Drurrias, the TR specahst wall
pmeeed with e call, as outliced by proweel,

[ ihe caller is nev eligible for services in Theaam o Jackson Coentizs, o if the
sesvicns withiz the jurisdicrion of [ 211 do not mees the aeads of the caller, a direcy
tefephone transter or a refereal to UWREG will be macd by the J8R spocialiss,

1 the cafler states 2 preference far informatian snd/or rferral for services in

[ ~irgston, Waslvenaw, or Manroe Crusy, the 185 spaciabsr will provade 2 cimec

vefephona vrasfer or a vefermal to LIWRCC

€ Maintain & eomprehensive, wp-vo-dae database of calt and hnman services information

withi Jac sson andl Tngham Coomnes.

Db Ligited Woar Deppvmed Call Conizr and Jaokiwia Cepaep 201 onit

A, Bollow own agency policees and procedures lor rasponding 1o an emeargenay ora crisis call

B. Coordinate and exchange resoarce toformation, stiategies, and procecures to ensure

coordinated and wp-raedate intorteetion that has maer impact acdor mfleence on the

service ara. Either panyshall intine comrrure nion via welepiong, e-mail, or other means

of commm:nication,

O Acknoradedge shat seete and Tederal lws oo conflanZalivy tay prevsm ey aseney Tron

" senfiming or denyng whether a ceiler received sz1vices or accessed any etnponent of

services WILIOW an edpressed writen yelease from the program pasripa.

d, Memorgndum Of UInderstanding Modificzrion Methiods

This M7 T glmall be a effect o dhe dave the MPSC agrees to desigraze the weleom exchange
areato the pates idemified, 2 outlined by this agreement, “This BAOU will comtinue vl (s
lerzranated, meddied, o revised by either pany or by Ce VPSS URFROT, JC 211, orthe

PS5O can requast dislopue o explore and make changes to ths MO ar aneome,

3. Sipoed

Pacc 3 ol 4



MEMORAWDUNM OF UNDEASTAN NG

Ruoben Miller, Profam Manager
Ulaized Wy Repiotal Ol Cerrer
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Tk LaPin, 21 1 Boeetor
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WASHTENAW 2§ TASK FORCE

In Washtenaw County, the Washtenaw Linited Way has taken # leadership role in
investigating, the feasibility of the creation of a Washlenow 211 Call Center, Follorwing u
series of meetings of potental community 211 stakeholders hosted by the Washtcnaw

Untled Way in the simmer ond fall of 2002 a Washienaw 211 Task Force was
established.

The Task Vorce is composed of representatives of the United Way, Washtenaw County

Governinent, the Ann Arbor Area Community Foundation and Huron Valley Ambulance
Survice,

The Task Force™s ro'c was to bring together area 211 stakcholders, asses the
community’s information and referral nocds, idemily potential service partnership

arrangements, csimate potential start-up and anmual operating costs and identify potential
funding streams for a 217 service in Washitunzw County.

11 TABK FORCE MEMBERSH?

Rickey Banks
AFL-CHO Comnumity Services Liaison
Washtenaw United Way

Martka Blomn
Pragran Director
Ann Athor Area Community Toundation

Amy Klinke
Management Analyst
Washtepaw County Government

Gerald Zapolaik
Vice President for Support Operations
Huren Vailey Ambulance

Z11 TASK FORCE CONSULTANT

Joho Martin

Faculty

school of Sovia! Work
University of Michigan
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2-1-1

FEASIBILITY STLDY
&
BUSINESS PLAN

EXECUTIVE SUMMARY +

What is 2117

411 15 an eagy to remember, [ree (o the user phone mumber Yinking people in need of
health and human services with the providers of such services. With 211 callers could
Imd help getting food, honsing, child care, job traiming services, adult day care services,

diug treatment or money 1o help pay the electric bill us easily as they get police help by
diabing 911,

The service though would vt just be for people who need help, It alse wonld take calls
from people who want to volunlesr or want te contribute to help.

The September 11 {ermorist atiacks helped showgase the value of 211, Catls 1o the

Connecticed statewide 211 service jumped 20% after the attacks and the program served
ws an official vicuns' lelephone lins.

211 15 viewed as a compliment 1o 91|, crisis hotlines, snicide prevention scrvices and the
like. Many calls curmently taken by these specialized and highly trained staff could be
handled by a 211 information and referral specialist | freeing up the spectalized services
to locus on the calls and situations they were desiencd 10 handle,

YWho benefils [rom a 211 service?

In addition o Lhe callers who receive fast identification and referral to the right service

»  Service orgamzaions henelit through quicker idemificstion of clicnls and better
planning based on call center data

+ Local govemmments benelit through improved service coordination

» Policy makers and funders at ali Iovels benefit through tnore accurate assessment
of conmraunity needs and nally

» The entirc communily benefit by having stronger and healthier familics and
individual residents

(*Complete report 1s available al the Wushienaw United Way Office)



A brict histery of 2-1-1

The nation’s first 211 line was created in Metropolitan Atkanta in 1997 1o

facilitate comsumer access 1o heubth and huinan services, 'Fhe State o Connection
followed Atkinla with a statowide system in F99E.

irs July 2000 the Federal Commumication Commission (1'CCY designated the three-digit
phone number 2-1-1 nationally for health and human scrvices information wnd referral

services, lT'oday 211 serves more than 60 million Americans, 21% of the US population,
i1; 70 active sites i 22 states.

In July, 2000 the Michipan Legisiatire smended the Telecommunications Acl and
directed the Public Scrvice Commission to designate 2-1-1 stitewide as an information
and referral phone innber for heallh and human services. In Michizan call centors are
alrcady in operation in Calhenn [Battle Creek) Kalumaroo and Kent (Grand Rapids}
('num*es :md it'is cstimate_d_ that nteqrly 609 of Lhe state will have an operational 21 1¢all

There1s a 2-1-1 statewide collaborative hody, sponsored ivy the Michigan Association ol
United Ways (MATIW), working toward the adoption of 2-1-1 throughoui (e state.
Michngan communitics that either have a 2-1-1 call center, or are actively working to
develop one, meet in Lansing rmouthly for eallaborative problem sobving, mutual suppert
and planning. The ntent 1s (o develop Inkages of 2-1-1 call copters inlo a network
capable of providing information and referra)] statewide, Ricky Banks from Washicnaw
United Way iz an active mnember of this collabonabive,

Washtenaw County RHistorical Developencet Providing Inforimation and Referral

Washloraw County is unique among Michigan comenunitics in providing information
anil reterral services, i thal 1 Jacks a coptralived call center whose primary function is to
povide wlurnation and referral. Qur county has a history of starts and stops in relation
to information and referral services. “Ta*:hfmaw Unoled Way (WIIW), 505, The Ann
Arbor Distoet Library TANDL) a2 E Wheve id-daiabases af hurfan services and
Tave provided mf?nmiﬂﬁo—mngﬂ@&s Citiently SUS, NEW and
AADL lack the resotfees (o keep the data Bascs current and accurate. These data bases
are maintamed m a passive fashion, m which provider agencies are responaible for
keeping the daia comprehensive and current, This results snanformation offen bemg

guldated amd imecewrate, Tt is essenlal that slaff specifically dedicated to this function
- . — T ——rr——
maintains data bases.

TMM]W United Way muinlained a paper copy of a resource pde, _whmh
it updated apmually, as well as an Information and referTal service @nd a volunleer
recruitment aid placement service, THEse services wWere diseenbinucd in the mid 1990°s.
Other hignan service oreanizations i our cemmumily maintain CTisHS information Hres

and‘or informution and referral ser vices [0 hell specilic damain, i.o D(‘.Imli""ﬂlf‘ Violence
@ — —_— e —— v _—




Project/SAFE House, Crzone Center fur Child and Family Services, The Arca A genn:} on
Aging I-B, and The Child Care Coordinating Center. " The Community Tcalth
{l];gamzmmn.tf:}l_j MAnLAng its E[Iﬂmth Seryice Access cess phone e 1o streen "."ﬂ]lLl":
tor cligibihty for mentzl health, public hoafth, substance abuse, M{ are-Viedicad, The

Y a'ahtenuw Health "Plan, and The Chelsea Helr i y Line:. OF he 30 L calls a year 10
A_:ggssrdf«;l@@-ﬁfe—éﬁem@&uhghla_mr services and 26,000 are referred to EDID]‘HUI]]T}-'
providers. Access alzo provides the cOrmnursly cnsis Mteventionn (Cspunse, Mhmugh A
TL|dllﬂT1"-=]'11 p with the University of Michigan's B morgcm:}r Room Psychiatric Services.

e ———
—_—

A vacumm exists I our community because we do not have a comprehensive and
ceniralized mechanizm for providing accurite information and refersal. The rick s
present that Aceces will beeoung the default information and refurral provi ider [ox the
comuunity hecause they have an 800 muniyer, & call center and stafT availabie 1o callors.
I'roviding mformation amlTefenal 18 not (e mission or pinpose of Access. Access i5
therefarc pul in an untenable pesition because no ofher more appropriate resource
currently exists. Human serviec providers reporl spending sipnificant aumber of hours
every wesk providing mnformation and referral 1o coblers from the commumty, fime that
coukd be spent fulfiling the organizetions” primary mission and functions. Clfizens are
ollen lrapped in & web of minicrous calls o potential resousces before ]DC&T.II!E the

apprapnets responses. Scmetines they give up in fustration. Orly the maost asscrh ve,
persistent and arfeulste are likely to suceood.

Washtenaw County Survey

During the Tast fomy months, the Task Force's consullant has been in comtact with tharty
representatives of human service organizations, has spoken at four human service
collaborative meetings and has reccived written inpul from exceutives of non profit
buman service organizalions regarding the feasibilily of developing « 2-1-1 call center in
Washtenaw County. The gverwhelning majorily of people contacted expressed support
for this miliative, indicating it woukd be sigmificant benciit for their stafT and for
consumers of serviess. T hey indicated that stalT would not have 1o spend as nch time
providing information and waking reforrals and consumers would not have Lo make
multiple phone calls and deal will the frastration of not easily accessing scrvices. The

concern was expressed that fanding this service would decreasc the amount of money
avarlable 1o support existing services.

A lew oreanization: have their own crisis linas o inlormation and referral services and
:ﬂpjﬂpm wi il want sorg parbicalar relatronsip with A,_J_J_(;uHJLLul_er_;iﬂ;ess_-
wnd Ozone Hovse woyld want 1g have some tole in tramning 2-1-1 siaff. Fach of those
arganizations serves specifie populations and has established their own informatiom atiom,
refersal, sdvocacy and or sereening protocols for thesr populationps. They need asstrance
that 1hr~y woutd receive appropnate reforrals. The Child Care Coordinating Council and
IEe Areg Apency on Aping rach have their own data base and relemral system. Both of
ihmwMaLml lo terface with tlmn rather than cluﬁlﬁia
1lw Thz Annt Asbor Bistrict Library would Tike To !mwe a weh based copy of

—_————




the datshase that wonld ¢nable their reference libragians fo provide accurate iformation
to people whe call the Library asking for help. }

Of the thirty nme (39} execntives of non profil arzanizations who received a lolter
requesting [eedback, 11 responded. The issues raised reflected bolh support for and
opposition to theidea of 2-1-1. Specilic concem was cxpressed teganding cquily in
referrai patlems, and there was opposition te spending money on “new scrvices™. A
recommendalion was made that the call center have ils own Roard and not be a Program
of an existing agency. In general the responses were positive. The feedback em phasized
that if this project is to be implemented, it must have adeguate planning and rescurces so
that it produces and maintains a high guality, prolessional and accountable service,

Support for 2 1-1 was reecived from each of the four proups with which the Task Forca’s
consultant spoke. The Hurnan Services Collaborative Counctl, the Couner! of Povate
Agencics. The -5 Age Task Force of the Humen Service Collaborative Coune:l ind the
Lrmergency Management Team of Public Safety Personnel., Ong comgistent comment
heard from membery of these groups-was thal each agency was spending considerable
lime developing resource guides, fime that could be spent working an he agency's
misgion 3f'a contrulized call center existed. In order for the 21-1 iniliahve to be
successol in Washtenaw Courdy 3015 Inperative that the call conter ave individualized
rclationships with euch of the provider agenvies so the data in the datahase acrmrately
reflect the specific requircments and prolocols of cach provider.

Potentiai Advantages of a Centralized 2-1-1 Information and Referral Conter:

1. tbmination of fragmentation and reduction in duplication of efforts in the current
“mformation and referrul process,” therchy rroviding bette) service io callers.
Studies show that people secking heaklth and human services cal] an average of 7-
8 agencies bofore finding the right oue, (United Way of America.)

2. Lmable professionals to make appropriate client referrals in a streamlined marmer,
(In Conmecticut, 15% of the calls 1o 2-1-1 are from teachers, clerey and social
workers seching help for their clients)

3. 2-1-11is an easy to rememnber phone number and will ultimately provide
CONSIFENCY MMOng commun:lics.

Improved access Lo existing rusources — the databuse js developed and maintained
to b comnprehensive, curent and accurate.

3. Enhanced opportnmity for civie involvement - 2-1-1 can connect volunteers and
donors to setvic: organizations. (Tn Comnecticut, where 2-1-1 has the longest
lnstory and most expericace, the larpust increass in calls is corng from
conmnunity members wishing 1 denate poods or volunteer time to health and
human service organizations. )



0.

Hxpanded inclugion of resource infommation - the Jatabase van be expanded to

inclode neiphborhood associations, grassrooly groups and faith based
Organiyatlons,

Improved coordination and implementation of new injtiatives - a 2-1-1 call center

can become the brst stop for mformation on existing initiatives and for finding
polenbial collaborative paripers,

boproved source of information for community ptanning — the information
voticeted on caller need, service avallablity, agency responsiveness, comnmusly
resources and catler demnopraphics will be valuable to comrmunity planncrs.

A focal point for comrmunity collaboration — the 2-1-1 gxpenence of viher
communitics deronstraics that commumity organizations typrcally view 2-1-1 as
a sharcd and unbiased souwrce of data for COMBIUNILY probiem solving,

Potcatial Challenges in Troplementation of the 2-1-1 Call Center for Waslitenaw

County

1. "The call center will comsume resources in a financially constrained environment.

2. The development of the eall centor will fake between 18 and 24 momhs before it
becomes a 24 hour 7 day a wock 2-1-1 Information and Referral Center.

3. The community’s pattern of providing information and referral will need to
change and this process may well create (ension, as arganizations adapt to
ufilizing this new resource,

4. The 2-1-1 phone number is not yet compatible with ccll phones. (Although the 2-
1-1 Collaborative is wotking o this problem)

3. Iltheresources in the dats bank are pot on the web, they will be easicr 10 uecess

for some commnity inembers, bt theze users will not have (he heneflt ol 2
persomalized screeming and referral procoss.

W



Estimated Annual Operatine Expense for Washtenaw 211 Call Center

First Year Cash In-Kind | Total
Start Up/Phasc In FI00000 | $25000 $125 000
Secoml Year (lash In-Kind ‘Total

Full Cperation 160,000 | $40,000 $200.000
Maximun Capacity Cash Ia-Kind | Total
Hased on Projected Maximum $200,000 [ $40,000 $240,000
Number of Calls

Call ¥olume

It is comservatively esfimated that cat! volume for & Washtenaw 211 Call Cenler wonild be
approximately 27 G00 calls ammually.



Recommendations Regarding a 2-1-1 Call Center in Washtenaw County.

1. Considering the fragmented history of the provisien of Information and Referral
in Washienaw County and reviewing ihe advantages and disadvantages of
implementing g 2-1-1 call center in our comuinity, it is the Task Force's
Fecommendation that this community procecd with the flevelopinent and
implementalion ef a 2-1-1 call center.

This recommencdation is made with the awareness (hut accomphishing s task is a
iong term, relatively slow process und the benefits could take as long as 2 years to he
fully realized. There are options in terms of the potential structure and management
responsibility of this service. Whatever option 1s selected, it is imperative that the 2-
i-1 call center be 3 malti- svstem colluborative effort

2. ltis ibe Task Force's recommendation that the Washienaw 2-1-1 Call Center be
tocated within the existing call ceweier 4t [Turon Valley Amhnlance,

All of the teleplione lechnology required to mnplerent and maimtain a 2-3. 1 call
center is currently T pTacE and onerating i1 the Huron Valley Ambulance. This
technology mcludes o call management system thaf _can vente galls to the next
avallable aperater, and 15 Capable of measming such Hems as call vol ume, call
abundeonment rate and average Length of call, Tt 20 includes Tv:t:hm?]t_igie_ssulugm_‘fing
aceess 10 Uie call Gonler for ndividuals. il special needs, &2 FLINTON. s f T
ﬁcﬁpla with heonng jmpainnonts, and translalion services [or callers whio Egggll_{,
languages other than ¥nglish. Additionally HY A has (he technolosy to cunference
call to comumumly resoutees while the caller is on the tclephone, in order fo assure the
effectivencss ol e referral, HVA alse operafes twenty-to urs a duy, seven days a
m{]nyc a voar and fnls appears to be the logical

orgamzalion to provide after howr coveraee for the 2-1-1 ¢all centor

3. Itis further recommended that Washtenaw United Way become the provider
and manager of the 2-1-1 ¢all center,

WUW is positioned as a non-bissed, countywide orzanization concerncd ubout the
overall health and welfare of the commamity, In the early 1990°s WUITW provided
information and refertal services, which elicited controversy abowt the resources
ulitized, and reported as being utitived, for these services. While ihis historical
backgronnd needs to be recognized snd differentiated from fotnre eforts, WUW
rexmamns the lopical and most viable option for the menageinent of information and
referral in the [TountLThe United Wy of Amerca is asking its member spencies to
consider expanding their role bevond fundraising, 1o inchide iniisfives that have
posilive com ity 3 nafly, Limied Wavs were instriomenta) in mitiating lhe
2-1-] frequency nativoally and cumently arc the nrimary provider ol 2-3-1 SUTVICES 1N
Michigan and across the nation. Fxpericnce has shown that contrilutions (o §nited
Ways campaigns increase following their sponsership of 2-1-1. (Atlanta United Way




saw a 15% iacrease in contributions one year aftcr their implementation of Atanta
2-1-Fh

Because the 2-1-1eall center wauld be physically located within the § 1V A cail cemter,
consideration should be given 1o structuring the relationship with HV A so they are
respousible for the day to day coverape, backup und supervision of the Inlonmation
and Referral Specialist, at feast in (he firet year of the program,



Proposed Mission Statement

To Provide Washtenaw County With a Professional Stale of the At
Information and Referral Service.

oal 1.

Develop and maintain a comprehensive, accurate, and current data base of

community hkealtk and beman service organizations asd programs.
Objectives,

L. a. Purchase Refer Software.
i. b. Purchase two computers
1. . Employ a Resource Specialist to develop the database.

1. . Employ a Data Entry Clerk. (Or use stadents from Jocal achools of
Social Work or Information Technology)

1. ¢ Provide fraiming to the Resowrce Specialist and the Pata Entry Clerk

{inal 2
Provide information and referral services Irom 8:04) to 5:04 Monday throuph

Iriday via a 7 digit phene number,
Chicctives.

2. a. Employ Information and Referral Call Specialist.
2. b. Locate the serice 1n a cal center,

2. ¢. Provide traiming to the Information and Referial Call Specialist

Goal 3.

(hrganize a 2-1-F Advisory Board.
Objeciives.

3. a Develop a purpose statement and structurs for the Advisory Board.

3. b. Invite community members to participaie. Recommended members
include:

Representatives (fom the 2-1-1 Task Force
Josie Barnes Parker from The Ann Arbor District Library
Bob Colter from COPE

Pegegy Bocske from AMALR

Kathy Reynotds, from CHO

Liz Brater, Michigan State Senator

Kate Doyle, Ozone Honse Clinical Director
Diale Fitch, U of M School of Social Work
Dloug Plant, Netphborhood Senior Services
Kaye Askew-King from SOS8

Kathy Osterman frem the Red Cross,

§ w & » 0

Goal 4.
Apply to 1he Michigan Public Service Commission for 2-1-1 assignment,



{application atlached)

{Oectives.

4.a. Stalf certification by the Michiyan Association of nformation and
Referrat Services (MI- AIRS)

4.b. Accreditation by MI-AIRS of the Washtenaw Information and
Refetrz] Service.

4 ¢ Eslablishment of 24 hour, 7 day a week, 365 days a year coverapc for
information and referral.

1.d. Oblain the wnilten support of the Human Service Collaborative
Councjl

Goal 5
Market and advertise the eall cepter.

Objcetives,

5.a. Implement print adventising campaign, including pewspapers, bill-
boards, brochures ete.

3.b. Implcment radie advertising campaign _

5. ¢ lmplement TV advertising campaign, ideally in conjunction with
olher 2-1-1 providers iy G TV service area.

Gozl 6,
Using the protocols in the Refer software, evaluate the service.

Chjectives.

f.a. Review responscs to caller satisfaction sorveys,
6.b. Review responses to agency satisfaction surveys
6.¢. Review demoyraphic data regarding callers

6.d. Review data on service needs '

1



‘FThree year Model Bodget
Z-1-1 Call Center - ¥Washicnaw

_______ _ 2003 2004 2003

| Expenses

Program Director 6, (0 U 6,531:}_[}13-0 6,613.00
Supcrvisor HLO0O (0% 25,0000 25.4000.00
Resource Specialists 35, 000,00 36,750.00 38,587.00

} & R Specialists 14,5000 52,500.00 78,750.00
Drala Entry Clerk IHXCL

Total Salarics 73,500.90 1205500 148,952.00
Fringe Benelits 18,875.00 30,137.50 37,2800
Taxes 6,417.50 _10246.75 12,660.92
Telccommumcations 1.200.00 7,500.00 5,4060.00
Supplies 1.000.00* 500,00 ~500.00
Computcrs 4,000.00% 200000 L 2,000.00
Soflware _ 5,000.00 _
Work Statjons L S00.00% 250,00 25000
Chuirs - S00.00* 25000 | 250,00

File Cabinets 200.00% 0.00 0,00
QOccopancy 5,000, 00 5,000,040} 5,000.00

| Marketing L 1,000.00 3,000.00 2,500.00
Printing 1,000.00 £,000.00 50000
Postage 50000 50004 50000 |
Travsl 500,00 1,0001.0¢ 1,000.00 ]
LegatFess 0.00 250,00 250.00
Liability Wysurance z0000 300.00 - 300.00
Canference/membership 30000 1,200.00 1, 2000043
Fraining 3,000.00 3,000.00 2,00000 |
Acconnting 50000 SO0 S00.00
Centracting for after hrs 18,000.00 18,0:00.00
Other

Total Expenses 125,292.50 20548425 239.000.92

_*: may be donated

Telecommunications
coquip, HVA

10000000
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2-3-1 Call Center Mudkel Bodget Narratives

‘The budget is based on 2 June 30, Tuly 1 fiscal year :nd assomes a starl date of July 1, 2003, Ttis
a three-year budpet. The lineneial projections are based on the identilied assumptions snd if those
assumptions change, the fmanctal data will change in corresponding fashion.

Expenses:

Program Director 15 the person wltimalely responsible for the call conter. $6,000 is
aHocated to this fimction in (be [imst year and that amount is increased by 5% per vear by a cost of
hving inflator. ‘Fhe assumption is that $6,000 equals 104 of this person’s time, *

Supervisor lime jlem assumes 20% of a $50,000 position in vear onte and 50% of the FTE
positiom 3v year two and three. These profections are based on slow, but steady volame growih in
the nomber of calls io the call center. *

Resource Specialists Iine item reflects 1 starting salary of $35,000 for one full thne PHUTHLT]
with 5% inflators in year two and theee,

Information and Referrai Specialists refleets 7 months of one $25.000 a year full time
PETSUT N year ke, {wo such positions in year two and three such positions in vear three, The
phasing in of these positions is dependent wpon call volume.

Data Entry Clerk is a Hne item for stipands for students (or other part time help) 10 perform
dala entry duning the first year of the mitiative,

Fringe Benefits are caleulated at 25Y% of salades

Telecommunications line item is calenlated for a 7-digit phone number in year one al $160
per month. In yeat two, there 1s a 56,500 charge to switch from the T-digil phone number o 2-1-1.
SPBC has ongoing monilily charges Wwisling $35.00 per month. Additional charges will be incwired
for Jong distance calls and languape translation calls, Year three charges reflect increased call
volune,

Supplies reflect costs for paper, pens and other consumable office supplics.

Computers reflect the costs of 2 new computers in the first year of the initiative and one
addiional compmiter in year two and another in year three, +

Seftware refers to the parchase price of the Refer Software

Workstations und chairs refer to the costs of office desks. Two will be needed in the first
year and one wilk be required in each of the next two years, *

File Cabinets refors 1o the cost for one file cubinet *

Occupancy ling nem reflects the eost of two 9x12 offices at $20.00 « square foot, mncloding
costs [or cleaning #

Marketing and Printing retlects the projected 3-year cost of advertising. These amounts
could merease depending on the marketing plan.

Pustage veflects the projected costs of mailing 1350 first ¢liss picces.

fravel s toy inmsportation to conferences and training for staff.

Liebility Insurance may be coverad by parent agency, bat this may be a pro rated expensc.

Memberships & Conference 'ne item cover costs associaied with conlerences attendance,
and for membership dues 1o MI-AJRS,

fraining covers cost of stafl training for new staff in each of the three yuars.

Aceounting covers the cost of an annual audit.

Coniracting fur after-houts coverage reflects the expensc to cover eveming arnd weckend
hours at $1500 a month.

* May be donated
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Memoranum of Understanding regacding 2-1-1 fartnership
Falmiiiky i HUTAE !

bebwveen

Washtenaw United Way and Huron Valley Ambulance

Tl memomndum of cederstmding betwesn Horon Valley Ambulunce (HV )
and the Washtenaw United Wy ¢ WUW)S ootlines our partnership for providinge ~2-1- |
walormiiion and reteral servicss for Washtenaw County and othuer comemuities il may
wish 1o [0 aur proseam.

The Washicnuw United Way and Faon Valley Arbuiznce are both chariahle.
ronpol argamzations eowyed nnker Section SM{eA 3 of the Internal Bevenue
Service Code,

vhe Board ol Direciors of Washtenaw United W, and the B3oard of Trustees of
Horon Valley Antbulance Teve detenmined (ar 2 =2 |- 17 information and refereal semies
N our eemanuniy is a needed and bencficial service: tharit is within the missien ol balh
oTranizations to provide 72 1 37 senviees: and that the interests of the com My cap be
tesl served By collaborating on this project, '

I Descoption of “2-1- 17 “2-1-17 is an inforwation and referral acesss S slEm for
people mihe connnuty. for the purpose o leaming abont social service Progiams. as 4
Place 1o offer to vedunteer, or to be referred Lo conuanmily prograis which cas help them
e others with social imsoes. Like ™0-1-17 is 2 vniversal wey 10 sceess pubbe safoty
serveces. "1 10 envisioned a5 & way [or pecpde o access social services, Ulbtiaate ]y
people wilk be able o call “2-1-17 24-howrs a day. seven-dava  week to aceess this
SYSTC.

2. Washtenaw Pmited Way Raole. The Washienaw [imited Way is the primary
agency respomsible fon “2-1-17 in Washienaw County and WLIW is responsible o
receivine and providing furds to operate the proavam. WHW will also be resoonsible or
publicizing asd jnarketing “2-1-1 and wall act as the public spokesperson for =t 217

-

A Advisory Cominillees. WEHY wiil also coordinale two advizsoey eommittees that
will wssist in the plonting and orgoing operation of “2-1-1

= UL LD Owversigh Committee. This commiitee will be comprised of Wi W
HY A s ather orpanizations thal contiibute to the funding ot "2-1-17 e
purpose: ol this comnriies is to provice auidance or [unding anc Basins.
deciess The Committee will meet at leas anmually

RANLDLL
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LIS Y insmmr Aron & Redermal Sek Commginee. This committes will e Lt
by the 2= 1= 17 Dverstalt Connmditee, imd be comyprised o WEW, HVA and a
SL?I::t:hun rem ageneies thal provide end-user scavices o clients i the
cormnenidy. The punase of this committes s to provide skdaner on
nformation, referrels and operational Jssies. The Sub-Committee will meet
ad et 9315 necessary.
3. HYA Role. Huron Valley awrees to provide calt conter services for the WHIW -
I-17 program. "The program witt be migalty available orea Monday thraugh IFriday basts,
during bnsiress hoves. Jewill Loer hx. hxpmdcii tera 22-howr, sever duy 8 week basis, It
is ’uﬂmpnhd that he vast magority of 21217 calls wilk ke Mondisy through Fris fny
during Husiness howrs. HVA will alse maictain the information refermd database with the
advice of WITW and the 181 Sub-Corimites VA will participate in both advisory
cottinifees. Appendix “A” tw this Memorandwn outisies the planmed start az tinoe Hne,

35 Panding of 72-1-1 7 Fle Woshienaw 1nited Sy will courdinate ali hid TV
activily torthe “2-1-17 program. Contributions Jor “2-1-17 aperations will e received
by WLHW and distribwsed appropriately, WUW will acl as the figuciang apeney for “2-1-
I pragran funding,

3 NV A In-Kind Contribaien. Hurom Valkey Aribuiance Ag s 10 make the
toltowiag in-kind contribution oabie 2-1.17 program: provile Al call 1 el [aeiiities in
the existing VA cafl centor. ieluding ol fice space. tilities, lumiire. tebe phomes,
ex1sting vompuier servers and clicm squipment. tclephone switch wd atl telephone
mstruments mul repairs. HY A will be acknowledeed by the WUW a5 a sponsor of the
prowam. aleng will other entities.

f. HY A Custs lo_Retmbursed by WIHW, WIHWw awrees Lo puy or the necessary
s1alhing 10 creaie and malntain te intormation el danbase. as well as Mor stalfing b
angwer 2-L-17 teleplione requests. Suele hours of opeeation, job descriptions. and
amows wikl be agreed e anoually, of mose oien as workload increeses of decreases g
documented in Exhibit ~137°

It s agread that HV A stall members will not he emplovees of WUW. and WUW
witf not he respensible for workem compensation coverage or other employmen/
cempensition sswes. HVA will kil WUW for this reimbursement at the begimning of

cach month, and WUW agrees w pay HVA For those bitls withio ten vy of Mupt ’[m
izl job deseriptions of VA staff under (his agreement 15 meluded i Fxhibin €7
this Letler oF Understanding. but bolh oreandzations understand that these toh
descripticnes may evolve gver e,

T "B Voluntears. Both parties acknowledge that troined and tnalificd

m!unll_l_m vy be utilired o assislin man stiing the “2-1-17 intormation daiabase and
T anssvey 2-1-1 elephone peuess Volunreoss who work an these functions o e H%..

usiding wifl be considered volurtears al VYA amd pot e WY



oodtmes Cresler. President Dialee | BenrsProX{dé:
/”'J Wishtenaw Hoied Way Hugon Vallew Ambolanes

3 Other VA Fapenses to be Reimbirsed by WEW, The ~5-1-37 UPETHEII TRy
reqeire addilional sollware. compoler sorvess. teiminaks crother eypuprment that is
specalie wr the 2 1- 1 operarion snd excesds HV A's current techaoloey, sk voses,
WHW will reimburse TIVA for thuse costs of Mis equipnsent and sofware. Bul in so
ciuse wiH FIVA purchase such equipoent or sofrware witho permtssion of the WIW, [
FIVA and WATW terminate this agrecisent, such eqniprment and sofiware will be tuimed
over o WUIW I practical.

9. Answering 2117 Calls HVA will answer 21217 ealls 'n 3 tinely manoor.
when stalfing vs avatlable T8 odl calb takers are Susy. the catler will oo it o cabl guete
afud be given the opio te leave a rmessage or stay an the Jine $or 11 nexl available cadf
tkuer. VA s E foltow up encany messages is a tnely manner. Dheang the imoal stages
of the program when the lines are answered duringe husiness Lours orbv, after hanes eulis
will go dircctls 16 g 1o e answered oo tfee nest business daw. “2-1-17 telephone calls
whicl are answered Uy o calt faker wilf be recorded. as allowrs b ow. Conbidentiadity
aad Frivaey of these reeordings will be detemined in 1siinit =1y

Fix. Nata Regarding 2117 Acsivity TEVA and WHEW will provide to cach other
datz on projections, “7-1- 17 assge. relersis and viker mssociated #eOVITY. 1hae deciston
I redese any data o staisties will be nzade by the WLIW. in aceardance witk:
confideniiabily and privicy policics,

11, Confidentinlity and Privacy. Conlidlendality wod privacy o 221407 elivms wel)
be protected. WUW and [TVA agree 1o develop and Tollow an Appropriale confrdoutiality
e priviey polley ik i wBl be aitached as Cxhibit ¥

i2. Chanres w Our Relatioushin., The Letter ol Linderstanding can be maoditied by
20t plrtles in ariting, gzl any ime, Either parly may ternsinale this agrecmen witly
nmmety days wiillen noties to the other purn

[ 3. Acvepled by

For WASH TENAW UNITED Way For HHUROMN YALLEY AMBLELANCE

K

irale [hae

23,25 by



Memorandum of Understanding regarding 2-1-1 Parineyship

betwoeen

Livingston C'mmi;.,- United Way ard Hnron Valley Ambulance

This memorandum of understanding between Huron Valley Ambulance (HVA)
and the Livingston County United Way (LCL'W) outlines aur partrership for providing
“2-1-17 infermation and referral services for Livingstor, Clonnty and other communities
that may wizsh (0 join aur program.

The Livingston United Way and Huron Valley Ambulance are both charitable,
nonprafit organizations recognized under Section 501 (c)(3) of the Internal Revenus
Service Code.

I'he: Board of Directors of Livingston County United Way, and the Board of
Trustess of Huron Valtey Ambutance have determined that a “2-1-17 information and
referral service in our commumity is a reeded and bencficial service; that it 14 within the
mission of both organkations 1o provide “2-1-17 services; and that the inlerests of Lhe
comuttunily ean be best seeved hy collaborating on this project. '

1. Descaplion of "2-1-17, “2-[-1"is an information and telerral access system for
reopte in the commmunity, tor the purpase of leuming about social service [MURTAMS, 35 &
place to offer o volunteer, or to be refened to commnity programs which can help them
or others with soctal issues, Like *9-1-17 is a universal way 1o acoess public salety”
services, “2-1-17" s cnvisioned as a way for people Lo access sovial services. UHtimately,
people will be able 1o call “2-1-17 24-howrs a day, seven-days o week to access this
Syslom.

2, Livingston Uaited Way Rale. The Livingsten United Way {s the primary ATERCY
responsibie for “2-1-1" in Livingston Counly and LCUW is reaponsible for receiving and
providing funds to opetate the program. LCUW will also be respotsibie for publicizing
and marketing “2-1-1" and will act as the public spokesperson for “2-1-17.

3 Advisory Commitices. LCUW will also have membership on twa advisory
committecs that will assist in the planning and ofgoing eperaiiom of “2-1-17;

o o117 Owversight Commillee. This conumittee will be comprized of LCTIW,
HY A, ard other organizations that conttibute to the funding of “2-1-1", The
purpose of this committee is 1o provide guidance on funding and business
decisions, The Committee will meet a1 least annually,

e 21017 Infommation & Referal Sub-Conunittee. This committee will report
to the “2-1-1" Oversight Committee, and be comprised of LOCUW, TIVA end o
selection from agencies thal provide end-user services 1o clicnls i the

1
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community. The parpose of this committee s to provide puidance on
information, referrals and operationzl {ssucs. The Sub-Committee will mee
as olten a5 15 necessary.

1. [IVA Role. Huron Valley agrees w provide call center services for the LOTTW
“2-1-1" program.  The progratn will be initially available on & Monday throupgh Friduy
basis, during business hours. [t will {ater be expanded o a 24-how, seven day a week
basts. It 1s anticipated that the vast majority o “2-1-1" calls will be Monday throuph
I'nday, during business hours. HVA will also maintair the information reforral database
with the advice of LCUUW and the 1&R Sub-Conumitiee. 11V A will participate in both
advisory commitices, Appendix “A” to this Memorandum outlings the planned start up
time line.

5 Fundimg 0{Z72-1-1" The Livingston Umited Way will coordinate all fitnd raising
welivity [or the “2-1-17 program. Contributions for *2-1-17 operaiions will be received
by LCUW and distributed appropriately, LOUW will act as the fiduciary agency for
“2-1-1"program lunding,

S HVYA In-Kind Conteibution. Huron Valley Ambulance agrees to make the
tollowing in-kind caontribution to the “2-1-1" program: provide 1l] call taker facilities in
lhe existing HVA cull center, nclading office space, utilitics, furniture, telephanes,
cxisting computer servers and client equipment, telephong swich and 2l lelephone
instruments and repairs. 1[VA will be acknowledged by the LCUW a5 4 spansor of the
program, along with uthier catities.

7. HVA Custs fo Reimbursed by LOUW. LCUW agrecs io pay for the nccessary
staffing to ereate and maiptain the information referral database, as well as for slaffing
-answer “2-1-1" telephone requests, Such hours of operation, job descriptions, and
amounts will be agreed to annually, or more olien as workload ncrenses or decreases and
dovuinented in Exhibit “B”.

It s agreed that 1TVA staff members will ol be cinplovees of LCUW, and
LCUW will not be responsible for workers compensation coverage or other employment/
corpensation issues. ITVA will Bl LCUW for this reimbursemnent at the beginming of
each month, and T.CUW agrees to pay HVA for those bills within ien days of receipt,
The initial jok descriptions of HVA staff under (his agreement is included in Exhibit <C™
to this Letter ol Hnderstanding, bid both organizations undersiand (hat these job
descriptions may evolve over time.

8. “2-1-1" Volunteers. Doth parics acknowledge that trained and qualified
volunteers muy be ulilived to assist in maintaining the *2-1-17 information database and
W answer 2-2-1 telephone requests. Volunteers who work on these functions in the HVA
building will be considered volunieers of ITVA and not the LCUW.

9, Other HY A Expenses w be Reimbursed by LCUW. The “2-1-17 operation may
require additional soflware, computer servers, terminals or other equipment that is
specific to the “2-1-17 operation and ¢xcceds HYA's current techinology. Yo such cases,
LCUW will retmburse HVA (ot those costs of this equipment and software. Bt in no

2



case will HV A purchase such equipment or soliware without permission of the LCUW.
IFHVA and LCUW eyminate this agreement, such cquipment and software will be
tumed over to LLCUW if practical.

6. LC llelp Mow Datubase. If prior to June 30, 2008 the relationship hetwoen HVA
and LOCUW changes und lhe LCUW wishes to terminate this agreement, all ageneles and
services relating to Livingston County wilt be downloaded by HVA lo LOUW, and
LOEUW will immediately download the same infommation to OLHS A

il Answerng “2-1-1" Calls. HVA will answer *2-1- 17 calls ina timeiy manner,
when statfing s available. If all cali takers are busy, the caller will go into a call quene
and he given the eption 1o leave a message or stay on the line for the next available cail
taker. BV A will follow up on ary messapes in a limzly manner. During the initial stages
of the program when the lines are answered dhring business hours only, atter hours calls
will go direelly 0 gue to be answered on the next business day. “?-1-]" telephone cals
which are answered by a call taker will be recerdeid, as allowed by law. {(ontidenticlity
i Privacy of thesz recordings will be delenmined in Exhibit “D*,

12, Laea Reparding “2-1-1" Activity,. HVA and LCUW will provids to cach other
data on projeciions, “2-1-17 usape, referrels and other associnted activity., The decision
Lo release any data or siatistics will bhe made by the T.OUW, in accordance wilh
contidentiality and privacy policics.

I3, Conddentiality and Privacy. Confidentiality and privacy of “2-1-17 clicnts will

be protected. LOUW and HVA agree to develop and follow an appropriate
corlulentialily and privacy policy and it will he atlached as Exhibii 1y,

14 Changes in Our Relationship. ‘The Letier of Understanding con he modified by
both partics in wriling, at any time, Either party may lerminate this agrecment with
minzty days writlen netice to the olher party.

1=, Ageepted by:

For LIVINGSTOMN UNITED WAY For HURON VALLEY AMBLILANCE
.-r =
J "y
John P.Chapman, President . Dale . Bérry, Poekident
Livingston County United Way Huron Valley Ambulance
: - ;
Vaal ¥ e r_,,'&" i"E‘JF_ﬂQt
Date Date

L



Memo nderstam arding 2-1-1 P
Belween

United Way of Moaroe County, Inc. and Huron Valley Ambulance

This memorandum of vnderstanding; between Huron Valiey Ambulance (HVA)
and the United Way of Monroe County, Inc. (UWMC) sutfines our partnership for
providing “2-1-1” information and referral services for Manree County and other
comraunities that may wish to jein our program,

The United Way of Monroe County, Inc. and Huron Valley Arbalance are both
charitable, nonprofit orgenizations recomized under Section 501{cH3) of the Internal
Reveme Service Code.

The. Boand of Directors of The United Way of Monroc County, Inc., and the
Board of Trstees of Huron Vailey Ambulance have detexmined thas a *2-1.17
informatinn and referral service in onr comzmunity is & necded saod bencficial service; that
it is within the mission of both arganizatiors to pravide “2-141" services: and that the
Iaterests of the community can be best ssrved by collaborsting on this project.

1. Desenipajon of “2-1-17. *2-1-17 ig gn information and referral access system for
people in ke community, for the purpose of lesming about social scrvice PTOETAMS, a8 a
plece to offer to volunteer, or to be referred lo community progrems which esn help them
of others with gocial issues. Tike “0-1-1" i a universal way to acess public safcty
services, “2-1-17 is envisioned as a way for people 1o aceess social services. Uknmatety,
people will be able to call “2-1-1* 24-hours 2 day, seven-days a week 1o access this
gyotem.

2. United Way of Monroe County, Ine. Role, The United Way of Mounroe County,
Inc. is the primary agency responsible for “2-1-17 in Mpnroe Couaty and UWMUC i
responstblc for receiving and providing fitnds to operate the program. UWMC witl also
be responsible for publicizing and marketing *2.1-1" and will act as the pubilic
spokesperson for “2-1-17.

3. Advisory Comnimitiese. UWMC will also have membership an twe advisory
comimittees that wilf assist in the planning snd ongoing operation of “2-1-1":

« ¥2-1-1" Orversicht Committee. ‘This commiltce will be comprised of WM,
HV A, and othicr organizations fhat contribuie (o the funding of “2-1-1". The
purpose of this committee is o jrovide gnidance on fanding and business
decisions. The Committee wil} meet at least armuadly.

*  Z2-1-1" Information & Referrat Sub-Committee. This commitee will report
10 the “2-1-17 Oversight Committee, and be comprised of UWMC, HVA and

1
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a selection from agencies thet provide end-user scrvices to clicnls in the
commumly. The parpess of this committea ie to provide guidance on
information, referrals and aperational issnes. The Sub-Committes will mect
a5 oflen as is necessary,

4. HVA Role. Huron Valley agrees to provide call center services for the UWMC
“2-1-17 program. HY A will provide cell center pervices from 5 pm to 8:30 am, Monday
through Friday and 24 hours a day on the weekends and holidays. HVA will also
mainitain tho information referral database with the advice of LW and the 142 Sub-
Committee. HVA will padticipate in both advisary comminees.

5. Eunding of “2-1-1%. The Uniied Way of Monroe County, Inc. will epordinate al]
fund raising activity for 1he “2-1-17 program. Contributions for “2-1-1" nperations wiil
be received by UWMC and distributed appoopriately, UWMEC will act as the feduciary
apency for it’s portion of the “2-1-1"progrnm finding.

&, HVA In Xind Contribution. Huon Valley Ambulance agroes fo make the
following in-kind contribution 10 1he *2-1-1” program: provide all cal] taker facitities in
the existing HVA call ceater, inchiding office space, utilities, firniture, telephones,
existing computer servers and client equipment, telephone switch and all telephone
instruments and repaire. HV A will be acknowledged by the UWMC a5 2 sponsor of the
program, along with ofher entities.

7. HVA Costs Reimbursed by UWMC, UWMC agrees to pay for the Recessary
staffing to ereate and mamtan the information refersal database, as well as for staffing to
answer “2-1-1" telephone requests. Such hours of operation, job descriptions, and
amounts will be agreed to coopemtively between HV A and DWMC anmually, or mare
often as workload increases or decreases.

Itis agreed that after incorporation of 2-1-1, HVA staff members will not be
cinployees of UWMC, and UIWMC will not be responsible for workers <ompensation
covergge or other employment compensation issues. HVA will hifl UWMC for this
reimbursement at the begimming of ¢ach month, a2nd TTWMC agrees o pay HV A for those
bills within ten days of receipt. The fnitial jub descriptions of HVA staff under this
agreement is included in Exhibit “C” to thix Letter of Gnderstanding, hnt both
organizations ynderstand that these jab descriptions may evolve over time.

R *2-1-1" Volupteers. Both partics scknowlcdge tiat trained and qualified
valunteers may be wtilized to assist in maintaining the “2-1-1" information databasc and
to answer 2-1-1 telephone requests. Volumcors wha work on thess lonctions in the Hva
building will be considered velunteers of HVA and not the JWMC,

9. CHiber HV.A Expenses to be Reimbursed by UWMC, The “2-1-1" operation may

requirc additionnl software, computer servers, tenninals or other equipment that is
speeific to the *2-1-1" operation and exceads HVA's current technolopy. Insuch cases,
UWMC will reimbuzse HVA for its portior. of the casts of this equipment and software.
But in no epse will HVA purchasc such equipment or software withont peomission of the
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UWMC. If HVA and UWMC tecminata this agreement, sech equipment and software
will be turned over to UWMC if practical.

10, First Call Far . ¥ prict to June 30, 2008 the refationship between
UWMC and HVA chanpes and the UWMC wishes to terminale this egreemsent, all
agencies and services redating to Morroe Onunty will be downloaded by HVA to
W

1. Apswering *2-1-1" Calls. HY A will answer “2-1-17 calls in a timely manner,
when staffing is availsble. If all call takers are busy, the caller will go into a call quene
and be given the optiot o leave a messape or stay on the line for the next aveilable call
taker. “2-1-1" telephone calls which are answered by a call taker wiil be yecorded, s
allowed by law. Confideatiality end Privacy of these recordings will be determined in
Exhibit “D",

12. Datx Rc ing “2-1-1" Activity. FIVA and UWMC will provide to cach other
data on projections, *2-1-17 usege, referrals and other associawed activity, The decision
to release any data or statistics will be made by the UWMC, in accordance with
confidentiality and privacy policies.

13, Mpintaining Volinteer Placemants. UWMC will continue to provide veluntesr

Placements for requests originating in Meonroc County, Other voluntcer placeinents
outstde of Monroe County will be directed o the United Way Regicnal Calf Center,

14.  Confidentiality and Piivacy. Confidlentiality and privacy of “2-1-17 clients will
be protected. LIWMC and HVA apres to dovelop axd follow an appropriate
confidentiality and privacy policy and it wifl be anached as Exhibit “D”,

15, Chanops in Oy Rtl.ﬂtll:ln'i}llr_l Roth partics in writing, af any time, can modify the
Letier of Understanding. Either party may teeminate this agrecment with sixly days

written notice to the other party.

16 Accepted hy:

For UNITED WAY OF For HURGN VALLEY AMBULANCE
MONROE COLINTY, INC.

2> "
Michael D. Hoydic, Exetutive Director ~ Dale J. , President
United Way of Moriroe County, Inc. Huron Vallty Ambulance

S-2F- b -k -l
Date

Pete



EXIIBIT . &

United Way Regional Call Center

N A L AR S

rowth::
w2

e

. Washte :.mr. _w.._n_.

27,140

339,191 4,620 70,350

Liv ngston Co 177,538 3,080 10,650 14,200 14,910
Maonros Co 152,552 “ 2,135° 9,150 12,200 12,810
TOTAL 669,281 i . 9,835 40,150 53,540 56,210
Motes
1. Current Year numoers reflect the population & the number of calls UWRCC received in the first vear of operation
{Movermnber 2004—November 2005}
Z. Data of 211 implementaties 11 other states predicts a 40% increase in pre-Irplemenlalion call volume during
Year 1
3. Based on other 211 call centers operating across the US, historical data refllecls Lthat the maximum call velume
reaches approximately 69%3-8% of the coversd population
4. After reaching a maximum call volume, 211 call centers nationw de have seen a call volume growth of 5% avery
year thereafter (due to population growlh, 211 branding, etc.)
3. For Morroe County, we expecl g similar percentage of calls 25 recalved from Livingston Co. during Year 1
&. We anticipate publie education and awareness efferts ta increase 211 service recognitinn. We project the valume

Information & Referral Call Specialist Projections, 2006-2010?

ol C&'ls Lo reach 4% of the target populatien by Year 2 and Increase 2% each year until the maximum call
volume is reached in Year 4

T
Valire .

1 9,835 2 28,800

2 26,770 {1.9}1 2 28,8040

3 40,150 (2.8} 2 43,200

4 53,535 (3.7) 4 57,600

5 56,210 (3.9) 4 57,600

Plezse note that these are projections; final decisions regarding staffing will be made by the Reqgianal Call Contor
and HYA to ensure the needs of callers are met with 2 high level of customar service

Projected call volurme is for 24 hours/7 day per week service; we anficipate receiving a majority of cails during
business hours. Calls recelvec during non-business hours will be answéred by a 211 -traired HVA employee

A FTE will work Monday through Fricay, Sam-Spm

Other 211 sites have found that one call-taker should suppart G calls per shift {which equates to 1,200 calls per
rmonth per call taker)




Working with People in Crisis

Purpose

The purpose of this unit is to introduce the concept of crisis
intervention and how to best meet the needs of an individual in
Crisis.

Objectives

Upon completion of this unit, the learner will be abie to:

- 1. Know the four guestions to ask when determining a crisis

2. Understand the six technigues needed to diffuse a crisis

- &1 -



Managing a Crisis Situation

Key Term Defined ﬁ%

Crisis— a problem or event which is perceived to be
beyond one’s ability to resolve in a satisfactory way.

While each crisis may he different, reactions may be similar.
People in crisis describe themselves as feeling:

» Overwhelmed
» Very anxious
» Hopeless

« Qut of control

There are four ways to determine a crisis, including:

1. Is there a real or threatened loss?
2. What does the crisis mean to the caller?
3. Is there support available?

4. boes the person have well-developed coping skills?

An individual who has not yet developed good coping skills,

who does not have a good support system and whose loss is of

great significance s far more likely to describe the event as a
crisis.

As with all callers, it is imperative that the call taker makes and

maintains good contact with the cailer. Be supportive in voice
tone and information provided. Avoid long silences: be warm
and personal.
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The following techniques are useful after contact has been
made with a caller in crisis:

1.

Clarify the meaning - hegin to explore the problem that
has brought on the crisis. Clarify the meaning of the problem

- and what it means for the caller.

. Test reality - clarify what the

. Prioritize - pick one problem at a

. Restore old coping mechanisms

. Explore all options — ask the person to come up with some

solutions on their own.

individual is saying in a supportive
way.

time to deal with.

or help the caller find new coping
mechanisms - talk about what the
caller has done in the past. Previous
coping mechanisms may often work
again.

. End on a positive note - always give realistic reassurance.
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The Suicidal Caller

Purpose

The purpose of this unit is to discuss the special needs of the
suicidal caller.

Objectives
Upon compietion of this unit, the trainee will be able to:

1. Know the three screening questions used to determine the
risk of suicide

2. Know the seven short term risk factors for suicide

3. Know the correct process for dealing with an actively
suicidal caller |
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Rapid Suicide Assessment

Suicide is one type of crisis call that requires special handling. A
specific tool allows for the rapid assessment of the risk of
suicide. The rapid suicide assessment tool involves three
questions:

1. Have you taken the first steps toward committing
suicide? If the catler admits to already taking piils,
cutting their wrists, etc., you should cbtain as much
demographic information as possible and transfer the
caller to 911. This is done by selecting transfer while
you have the caller on the line, dial 6161 and select
transfer. These dispalchers have specialized training
which will hopefully encourage the caller to permit medical
intervention.

2. Does the suicidal person have a specific plan? Does
the caller have vague thoughts of suicide or have they
thought exactly how they would commit suicide?

3. Does the caller have the means to carry out the
plan? Has the caller stockpiled pills? Is there a loaded gun
in the vicinity? Is the caller planning on jumping from a
freeway overpass?

The answers to the above guestions will determine the suicide
risk. A transfer call to 911 is appropriate if:

¥ The caller has a plan

v The caller has the means to carry out the plan

¥" The caller refuses to dispose of the means and
continues making plans to take their life

- 65 -



If a caller is NOT actively suicidal, another appropriate referral
source is the Psychiatric Emergency Services at the
University of Michigan. Their number is 734-996-4747; they
arc open 24/7.

Suicide Risk Factors

The following list includes short-term risk factors which may
predict suicide within the next year. They are presented to aid
you in identifying callers who are presenting for reasons other
than suicide.

1. The presence of panic attacks

. Severe psychic anxiety, particularly if anxiety is co
morhid with depression

. Psychomotor agitation

N

. Global insomnia
- Impairment of concentration

a U oL W

- Severe anhedonia (lack of pleasure in acts which are
usually pleasurable)

7. Alcohol abuse

Dealing with a suicide caller takes great skill and insight.
Fortunately, we have several agencies—911 and Psychiatric
Assessment at the University of Michigan—who are capable of
dealing with these crisis calls in a concise way. However, as a
call taker, you may be the first call a suicidal person makes,
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How do you deal with this specialized call?
1. Maintain a calm and in control demeanor.

2. Reassure the calfer that you are going to provide as
much help as possible during their time of crisis.

3. Alert a co-worker that you have a suicidal person on
the line so as to provide support to you.

4. If actively suicidal, transfer the caller with 911. If
the caller threatens to hang up, notify 911 through
your co-worker. The 911 dispatcher will be able to
trace where the cali originated from and send help
as needed.

5. If not actively suicidal, conference the caller with
Psychiatric Emergency Service at the University of
Michigan at (734) 996-4747,

6. Upon the completion of a call of this nature, be
certain that you as the call taker receive debriefing
from your manager or the social worker on staff.
These calls are extremely stressful and it is essential
that you also receive emotional support after the
call is completed.
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MEMORANDUM OF UNDERSTANDING
UNITED WAY REGIONAL CALL CENTER
AMND

FMERGENCY PSYCHIATRIC SERVICES-
UNIWERSITY OF MICHIGAN HEALTH CENTERS

1. Parties

This agreement is between The United Way Regicnal Call Center (UWRCC) and
Emergency Psychiatric Services-University of Michigan Health Centers (UMPS). -

United Way Regional Call Center is a partnership between the local United Ways
serving Maonroe, Livingston, and Washtenaw Counties, UWRCC provides
comprehenstve Information and Referral services for residents of Monroe,
Livingston, and Washienaw Counties.

The Psychiatric Emergency Service include an emargency walk-in consultation
and phone service that is available 24 hours per day, seven days per week, as well
as a consultation service available to oulpalients seen in the medical and surgical
clinics. This program provides emergency mental health services to persons of all
ages. The services offerad are: psychiatric evaluation, treatment
recommendations, crisis intervention with followe-tip visits for a limited time,
ronstiltation, referral, information, community outreach and arrangemsants for
hospitalization when appropriate. The UMHS Department of Psychiatry and the
Washtenaw County Community Mental Health Center jointly operate the

emergency service component and the Department operates the outpatient
consultation section.

2. Furpose

The purpose of this MOU is to coordinate services, describe the relationship and

responsibilites between the parties and outline how changes in the relationship will
ke decidad.

3. Respensibilities
UWRCC will:

A. Refer any calls where tha caller states they are actively suicidal or
homicidal or anyone explaining any symptoms of acute psychiatric
iliness,

B. Refcr callers seeking the following mental heaith services: psychiatric
evatuation, treatment recommendations, crisis intervention with follow-
up visits for a limited time, consultation, referral, information,
community outreach and arrangcments for hospitalization when
appropriate.
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.

Provide comprehensive Information and Referral services to residents
and employees of Monroe, Livingsten, and Washtenaw Counties
including assessment of caller's nceds and information about resources
in the community most likely to be abie to address the caller's needs.

D. Maintain a cornprehensive and up-to-date database of Health and

Human service information.

University of Miczhigan Psychiatric Services wilk:

A

B.

Serve as the primary contact point and coordinator of emergency
mental heailth services.

Provide the following services: psychiatric evaluation, treatment
recommendations, crisis intervention with follow-up visits for a limited
time, consultation, referral, information, commu nity outreach and
arrangements for hospitalization when appropriate

. Maintain specizlized information of resources for individuals and their

families residing and working in the geograph:c regions, as highlighted
under the section above entitied “Parties.”

- Provide information on current service avallability and participste in an

annual Survey Updats. Change agency information via website to
inform LWRCC of agency, contact person, and program changes.

. Refer callers secking information about community resources thal zre

beyond the scope of services provided by UMPS to UWRCC.

. Provide educational training on the specializad services to UNRCC

staff if necassary.

UWRCC & UMPS will:

A,

Coordinate and exchange resource information, strategies and
procedures to ensurc coordinated and up-to-date information that
have a major impact and influence on the community. Either parly
may initiate communications by phone call, e-mail, or other means of
communication.

4. MOU Modification Methods

This Memorandum of Understanding shall be in effect on December 30, 2005, and
m.ill continue until it is terminated, modified or revised by written agreement. Either
qt% an request dlalncue to explore and make changes as needead.

J{ @é& ’ﬂfu&kn_, 2235

Robert Miller, Program Manager Date
United Way Regional Call Center

Gﬁé«-_u- 7{1% B/

Pl

n Kettley, MSW, LM S Mat
irical Manager

Psychiatric Emergency Services
University of Michigan Health Centers



EXHIBET E1

MEMORANDUM OF UNDERSTANDING

UNITED WAY REGIONAL CALL CENTER

. AND
\N ez N o) Gvﬂwﬂ DasfpmH

This agreement is imade fa ensure a cullaborative relatio REHp betvreen {hesa 2g6ndes, to outiine the
refartal procadurn, and to gstablisheg protutols for modifications and annual reviews,

Linitad Way Reglonal Call Canter provides comprahanzive infarmation ang refarcal services for
the residants of Washtenww, Livingstan, and Maon roe Countigs.,

w F}Hﬂ,ﬂhﬂ G:iﬂ"’r’.j_l_ i” iﬁﬁﬂwa s the primary contact point and disseminater of

ey "
informiation abaut _ YC}H\ LLE SRIVICAS,

Unitcd Way Regional Call Center agrees to;

1. Maintain g camprehansive database of Hazith and Human service inform atlan,

2. Provids comprehensive infosmatian and referal services to residents of
Washtenaw, Livingston, and Manroe caunties ineivding assessment of the
callers noads,

A, Make roferrals whun odiler requesis raguire 3 speclalized kn owledge ot services,

4. Fravide an efficiont meaps for organizations ineluded I the database i
continuousty Update tholy pregram information,

3, Adhera ta the standards of bath MI-ARS and AR,

\N (L‘:-'_B Agroes fa:

1. Maintain speciglized Infarmation of resources for individuals and thair families
rs3:ding in the geographig regions as highiighted yndar the pectian antitied Parties.
2, Provide information on current service availability and particlpate in an annyat Survey Update.
3. Notify UW Reglonar Cal) Conter whan their wffice will be closed due to holidays or
inciernent weather,
4. Maka referrals fo UW Regional Cai Center for anuite ang fantilies whao nead basic
health and human servicas.
3. Provide educationd) tramning an the speciailzed zerviros to UW Reglonal Gail Canter siaff,

will:

United Way Regianal Cafj Center and ‘V’\EEI*_D_

1. Follow pwn AREeNCY's protocot far 21l callgrs. Copies of Individuai Agency protocals to he
distr|butad te asch ather. :

2. Agrec to work Ceoperativaly through direct cammunication and good failh praplem
soiving 1o resolva any issues that impede Ihe referral PIVCess and prevent tha catlar
from ebtaining #LSY Arcoss to up-te-date, approprizty COMMURItY resoures.

3, Review and approve this agreemert annual, Ary party can regquest dialogue to diseliss
#nd make changes to this agreement at any fime.



UNITED WAY REGIONAL CALL CENTER

Wﬂk. Darte 9 b'—};) 05

Robert J. Millér, Program Manager

Z'- Wh Durtot pate - 1455

W FsETena) 3
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MEMORANDUN OF UNDERSTANDING
UNITED WAY REGIOMSE CaLi CENTER

AND

Livipa shimn Copdesl The patel,

This sgreement is made to ensuce 3 codaporstive relativnshiz babeeen those i encies, o outline the
refarral procedure, amd to exfablishad pretocols for medifiestions vnd annus! reviews,

United Way Regions Caill Center providos eomprehensive formation aad referrat swmvices for

the residents of Washteraw, Livingston, and Menroe Counties

_ "Lﬂ-u atl) ‘;Jrc;w CF‘ v 'i'r _ﬂr__i__ . Nif¥d as B prirary contact soint and dlsseminater o

Information a.‘uaut__{gh_k'ﬁr_ =l = sErvices.

Uniterd Way Regionai Call Canter agrees to:

1. NMaietain 3 comprehsnshve database of Health and Human porrice infarmation.

2. Praglis enmprehensive information and referal services 1o peshents of
Waghteiiaw, Livingstan, and Monros counties Including sssessanent of the
calier's nends, '

3 M3ke ferrals wion wellor requests require & specialized knowledge of seqvicas

4. Provide an efficient moans for organizatiens Included n the detabase 1o
cumtfauubisly updats thall srogram irdermotion.

5. Aglhere tothe stancdards of both B-AIRS and AIRS,

Liyvin i'r:.f,‘{‘rﬂ i1 Cemtvmi agrass to:

1. Maintain specialized information of rewourees tor indindeals and iheir Furnilies
residing in tha geagraphic regions as highlighted under the zection pniitled Py rhiea.
+ Proywde informmation on currelt service avallabitity und participate in =n annyal Survey Updata.
2. Motfy LW Regional Call Certer when thoir offles will be closcd dus to tiolidays or
inClemsit waailver_
4 Make ceterals 1o UW Regional Cal Center for adults ond families wha nesd asic
felHy and human senvices.
5. Pravids educational raintng on the specialized services to LW Rogivnal Call Cented slzdf,

1. Fellow own agency's drelocal for all eallers. Copias of individual wger ey protocols R be
distributed to cach pther. :

Z.  Agree to work ceoporatively theounit direct commanication and good faith problam
solving o resodve ahy issues that inipeds the reforral pracess and Frevent e callar
from obtaining easy apeysy to up-te-dale, anproprinto commie ity resourcn.

3. Reviewand approve thiz agreemsnt ancual. Ay party can ragquas: diatagis fn dfigepos
and make changes to this agraamont 2t any tiae.

EXRIBIT 12



UNITED YA REGICHA] CALL CENTER

@W Date ___ 3 }11 L}Jﬂ_‘;"
Robert I M3 r. F"mgr.am Manag&r Y

Dake




MEMORANDUM OF UNDERSTANBING
UNITED WAY REGIONAL CALL CENTER

AND

Monree County Cantral Dispatch

This agresmuant |5 made 10 ensura 3 collaborative relationship betwesn thase agenciss, to owtling tha
refarral pracedure, and te eatablished protocals for modifications and annual reviaws.

iInfted Way Regional Call Centar pravides comprabensive information and rafarral servicas for

the residanis of Washtenaw, Livingston, and Monree Countles.
Monres Gaunty Central Digpatch esrvas 86 the primary contact point and disseminator of

information about disgatchiny frel responders to poltes, fire and medical emargencias,

Unitad Way Regional Call Contar agroas to:

1. Mainlain a comprehenzive dalabase of Health and Human $ésvice information.

2. Provide comprehenslye informaticn and rafarral services to residenis of
Washtenaw, Livingston, and Monroe countiss inchidding assessmant of the
calley's neods. -

1. Mauake referrals when catlsr raquesis requira 3 zpacizlized knowlsdga of services.

4. Provide an efficient means for arganizations included in the databawe o
continuwously update their pregram information.

5. Adhere to the standrrds of both MI-AIRS and AFRS.

Marroe County Central Dispaich agrees to:

Maintain spoclalizod infarmatlon of rescurces for individuala and their Iamilisa

residing in the geographic ropgions as highlighted undor the section enfitled Partios.

Provide informativa on wul rend Service ayailability snd participate in an apnwal Survsy Updats.
Maotify LW Regionml Call Canter when their office will be closed due 1o holidays ar

Inciament weathar.

Mako refaorrals to UW Ragional Call Contar for adulte and familiaz whe need baske

heallh and human $arvicas.

§. Provide aducattonal tralning art the speclallzed sorvices to UW Regional Call Coater staff.

-k

motam

Unitet Way Reglanal Call Eanter and Moriros County Cantral Dispatch will:

1, Fallow own agency's protesol far all callers. Coples of individual agency protocols ta be
distributed fo each other.

2. Agree o work caoparatively through direct communication and good faith problam
solving o rescive any issues that impede the rofarral procass and provent the Galler
from: phitaining oasy eccess to up-to-date, appropriata community resource.

3. Review and appiove fhis agreement anguaily. Any party can request dirlogue to discuss
and make changes ta this agreamant al any tima.

EXHTIBIT
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UNITED WAY REGIONAL CALL CENTER

Date CT!C{) 05

- bate F-2.£75

Url:ltﬂd Way, FCFH Program Manager

Data //?/35_!

am, ¥i1 District Board

Ehariﬁ T]lrnan rutch Iuld

&
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[HHIBIT 14

Thank you for using LANGUAGE LINE SERVICES.
CIngu Line
L < OQ% 1wices This invnice refleets usage for January of 2008,
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EXNIBET 15

Working with Multicultural/Ethnic Inquirers

Purpose

The purpose of this unit is to introduce the concept of effectively
relating to multicultural and ethnic inquirers who may have
reason to use The United Way Regional Call Center.

Objectives

Upon completion of this unit, the frainee will be abie to:

1. Identify ways The United Way Regional Call Center meets
the needs of muiticultural callers

2. Identify techniques for dealing with multicultural issues

3. Become aware of his or her own views as they ralate to
people of other cultures
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Community Demographics

Understanding the current demographics of the community we
serve and making certain our database reflects the
community’s demographics is essential. At The United Way
Regional Cail Center, our database addresses many
multicultural issues. The CRS strives to make certain that the
database represents various cultures, The CRS also actively
seeks out appropriate new agencies to include in the database.

Some multicultural agencies in the database inciude:

Michigan Asian Indian Family Services
Latinos Unidos

International Institute

Jewish Family Service

It is essential to consider values in ethnicity which help us
interact more productively wilh people whose ethnic and
cultural backgrounds are different from ours. Self awareness is
one of the main keys to improving our interactions with others.
Realizing our differences as well as our similarities will assist in
the I&R process.

AT&T Language Line

If a language barrier exists when dealing with multiculturat
callers, The United Way Regional Call Center utilizes the AT&T
Language Line. This line provides “real time” interpretation of
hundreds of various languages. Huron Valley Ambulance will
incur the charge for this service. At n¢ time will the caller be
responsible for this charge.

By calling 877-261-6608 and entering our client code (which
Is provided at each computer terminal) you will be matched
with an interpreter whe will speak with the caller in her or his
preferred language; the interpreter will also repeat the caller’s
responses o you in English.
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Working with Special Populations

Purpose

The purpose of this unit is to identify special populations of
caliers that may use The United Way Regional Call Center.

Objectives

At the conclusion of this unit, the trainee will be able to identify
improved ways of dealing with:

1. Hearing Impaired Callers
H 2. Elderly Callers
3. Runaway Youth Callers
4. Lesbian, Gay, Bisexual and Transgender Callers
5. Mentally Il Callers

6. Substance Abuse Callers

- K1 -



Hearing Impaired Callers

Hearing Impairment can lead to social isolation. While some
sighs of hearing loss may ba obvious, other signs may not be
as obvious. 5igns of hearing loss may include:

»

»

Speaking too [oudly or too softly
Accusing the call taker of *mumbling”
Withdrawing from social interaction
Easily distracted

Responding inappropriately to conversations

Various technigues to improve communication with
hearing-impaired individuals include:

Spcak distinctly and slowly
Keep your voice tone consistent

Try reiterating your ideas using different words if the caller
does not understand what you are saying

Minimize background noises

Communicate verbally as well as providing written
(mailed} information when giving instructions

Use the Michigan Relay system (When a person who is
hard of hearing calls the Call Center, the Michigan Relay
operator announces herself at the beginning of the call
and explains to the calf taker that she s assisting a deaf
individual}

A sample of specialized agencies in the database which
address hearing-impaired concerns are:

Deaf and Hearing Impaired Services
Michigan Community on Disability Concerns
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Elderly Callers

The I&R process with the elderly callers may be a lengthy
process. Often, it takes an elderly person longer to process
information.

The following points will assist in improving communication
with the elderly:

»

Stay focused and ask one guestion at a time,

Avoid complex questions

During the conversation, determine if loneliness is an issue
and perhaps offer a referral to a useful agency

Maintain culturally appropriate, age appropriate and ethnic
appropriate communication

A sample of specialized agencies in the database that
address eiderly concerns include:

Area Association on Aging 1B
Comfort Keepers
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Runaway Youth

Runaways are youth who have left home on their own, at their
parent’s request, or because of abuse or other problems in the
home and ate in need of services. It is estimated that there
are 1.3 million runaways each year. It is essential that
runaways receive assistance and are connected with help
quickly. The United Way Regional Call Center is a key place and
easily accessible for endangered youth. It is essential to assess
the physical safety of a runaway youth when the initiate a call
to The United Way Call Center. Assessing physical safety can be
done by asking the following questions: '

. Where is the youth calling from?
. When did the youth leave home?

1

2

3. Where has the youth been staying?

4, What are the reasons for leaving home?
5

. If the youth contemplating suicide?

The next step is to assess the youth's resources by determining
if they have transportation, money, and a support network. The
answers to these questions will determine the appropriate
referral.

Youth who have developed a chemical dependency require
intervention. The topic of physical abuse requires the I&R
specialist to assess the youths physical safety. Is the youth
safe now? The call taker needs to locate and assess resources
for the youth.

A sample of agencies in the database which address these
CONCerns inciude:

s (Jzone House
« Dawn Farms

- 54 -



Lesbian, Gay, Bisexual, and Transgehder Callers

It is essential to challenge discriminatory attitudes, behaviors,
stereotypes and bhiases when dealing with the lesbian, gay,
bisexual and transgender (LGBT)} callers. Do not assume that all
peaple are heterosexual unless otherwise identified, Don't
automatically refer LGBT callers to LGBT-specific resources;
however, maintain referral sources for LGBT-specific or
sensitive services,

Research literature supports the belief that there are various
stressors experienced by LGBT individuals which are unique to
the LGBT population; stressors may include:

Rejection by loved ones (including family and friends)
Family conflict

Discrimination at work

General discrimination

Hiding sexual orientation

HIV/AIDS concerns

Vialence and harassment

Conflict over one’s sexual orientation

Societal misunderstanding

Loss of spiritual support due to religious intolerance

A sample of agencies in the database which address these
concerns include:

PFLAG Hotline
Office of LGBT Affairs
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Mentally Ill Callers

While behaviors may vary based on the individuat diagnosis, a
person with a mental illness may expericnce the following
difficuities:

o Inability to concentrate

» Distorted perception

» Inability to cope

¢ Extreme feelings of anxiety and fear

» Deiusional thinking

o 5Suspicious oy paranoid thinking

¢ S5aying things that they realize make no sense

Here are a few suggestions which will assist in the
communication with a mentally ill person:

Choose a guiet setting for the conversation

Speak in clear language

Maintain a pleasant and business-like yet distant approach
Avoid arguments about whether delusicons are true or false

When a caller with a mental illness calls with a common
request, it is appropriate to meet the need of that reguest.

If it is determined that the individual is experiencing a
psychiatric emergency {suicidal or homicidal), the calier should
be conferenced to the U of M Psychiatric Emergency Center at
734-996-4747 or the 911 dispatch center.

A sample of agencies in the database which address these
concerns include:

» Washtenaw County Community Support and Treatment
Sarvices
« Access Center
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- Substance Abuse Callers

A caller with a substance abuse issue has crossed the line from
use to abuse. When dealing with this type of calier, prepare for
a caller who may be ambivalent, manipuiative, or in a state of
denial. Always assess for the individuals safety. If a caller

contacts you requesting alcohol abuse treatment, be advised
that there are two forms of alcohol abuse treatment, They are:

1. Social Model Detox - a supportive mode! without
medical supervision. Outpatient treatment programs and
inpatient day treatment programs and examples of these.

2. Medical Model Detox - includes those who get seizures
when they stop drinking or who are in the end stages of
aicaheclism. This program is medically supervised.
Inpatient programs are an exampte of this.

Drug abuse programs otten involve 12-step programs such as
Alcohglics or Narcotics Anonymous (AA or NA). This type of
program may work for some individuals but detox may be
required for those who are physically addicted. Detox is simply
the first step as many individuals require a residential
treatment program.

How might a caller present themseives that might indicate that
they are under the influence of alcohal or drugs? The person
might display an altered attention span, they will change
quickly from one topic to another, and their voice tone may
change. It will take skill and practice in learning to set limits
which means not entering into a protracted conversation.

A sample of agencies in the database which address these
concerns inciude:

» The Counseling Center of Ann Arbor
» Help Source
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EX3TBIT ]1&

SECTION:  Quality Assurance © PAGES:  1of2
POLICY:  #204
TOPHC: Resource Management! DATE - 111712006

Lipdating Protocol

Polley Statement

It is the policy of The United Way Regional Call Center that the complete
database will be updated annually. This is the responsibility of the Community
Resaurce Specialist (CRS/CIRS) in and for Washtenaw County, the CIRS in and
for Livingston County and the Certified Information and Referral Specialist (CIRS)
in and for Monroe County. This will be accomplished by segmenting twenty five
percent of the total agencies on a quarterly basis untit the entire database is
updated. The database will also be updated on an as-needed basis when -
agencies notiy us in person, by phone calfis, through the website or through
newsletters/brochures that there has been a change in a program, address,
phone number or contact person.

Purpose

The purpose is to have a database that is current and accurate. An up-to-date
database serves as a ool to provide clients with information about services that
will most likaly meet their nears,

Procedure
Updating:

1. The UWRCC uses an Excel spreadsheet for all of our agency updating.
This CRS/CIRS/CIRS will assign each agency to a month for quarterly
updating.

2. Duting the month prior ta the month scheduled for an update, the agency
will receive two automated e-mails for the UWRCC reminding them to
updata their information.

3. The agencies have access to their information via the UWRGC website
and may enter any updates after gaining password access. Password
access 15 assigned at the time of the unigue identifier.



When the agency has updated their information, an emait wili be sent to
the CRS/CIRS. The CRS/CIRS will review and updates made within
twenty-our hours of receipt.

Agencies are allowad to access their data anytime and can submit
changes. However, the formal review takes place by fully updating the
agency at least once per year.

The CRS/CIRS will make a list of all agencies that have not responded to
the automated email. These agencies will reccive a reminder phone call.

If the agency docs not respond to the phone call, a reminder postcard will
be sent.

If the agency does not respond to a reminder phone call or the reminder
pust card, the CRS/CIRS will contact the agency directly and update the
data base accerdingly.

Finding new agencies/services:

1.

It is the job of the CRS/CIRS to sesk out new resources within the
community that could beneflil clients.

When new resources are identified, the CRS/CIRS wilt send the New
Resource Questionnaire to the agency to be complsted and returned to
the prospective call center.

When new information is found and meets the Inclusion/Exclusion criteria
the CRS/CIRS will input the infarmation into the database.

Ways of finding new resources include reading over newsletters/brochures
that we receives, obtaining information during community
eventsimeetings, checking on leads that callers may present to the cali
takers, and checking the internet for needs that the callers have
presented, but that there are no resources to which to refer them.
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Livingston County
Human Services Collsborative Body

Jamary 27, 2005

J. Peter Lazk, Chairman

Michigan Pubtic Service Commission
6345 Mercantile Way

PO Box 3022]

Lansing, M 43009

Trear Commizsinners:

The Livingston County Homan Services Collaborative Body, the state-
endarsed Community Coliaborative (formely Muit-Purpose Collaborative
Iiady) is pleased to support the regional 2-1-1 cal) cemtes proposed for
Washtenaw, Livingston and Monroe counties, :

The pioposed regmonat Z-7-1 cali center is the result of strong collaborative
<Eiorts betweesn the Gaiddand Livingsion Human Service Agency (OLHSA),
the Livingsion County United Way, Washtenaw County United Way, -
Monroe Conaty United Way, Horon Valley, Amintance, and Livingston
County organizations that have also pooled funds and i kind services m
suppost of the regiona] call center.

Livingston Coumy cusrently has a state of the art datubsee of tervices that
is accessible vie web 24 hours 3 day and & local infosmation and veferral
call certer svailahle Monday dwongh Friday, 9-00 am — 5.00 pm. We are
very excited ta move towards a 2-1-1 eall cerer that wilk be accessible 24
hours 3 dey, 7 days 2 week to bet serve consumers and citizens of the
Sounty.

The Livingston HSCB is committed to the project and will contimue to hear
regular updates on the cffort. We are especially nterested in the data that
will be collected from the sysien: 10 sipport our ongoing tracking of health
and haroan service needs in the county and imprevement of services, The
support expressed in this letter was formally approved by the HSCR
membership at our meeting on Jameary 26, 2005,

Sincerely,

%

Marilyn Hysen, Chair

LEZHFRIT
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October 23, 2000

Mr. Michael Hoyaic, Executive Director

United Way of Monroe County
216 North Monroe Street

Monroe, M1 4RB162-2620

Dear Mr, Hoydic:

Please be advised that on October 20™ the Human Services
LCollaborative Networlk unanimousivy voted o endorse Lhe first
all for Help as the recipient of the 211 number in the Monroe
County community. Mease utilize this information to support
this designaton  with the State  Legisfature and  Federal
Communications Commission, Thank voua.

Sincerely,

Lty

Donald A, Spender
Chairman

kth
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EXHIBEIT 2D

Washtenaw Human Services Collaborative Council

555 Towner, P.O. Box 915. Ypsilanti, M) 48197-0015
Phone {/34) 344-6856
Fax (734) 481-2457

December 27, 2004

Public Service Comrmssion
6545 Mercantilc Way

PO Box 30221

Lansing, M1 45449

To Whom It May Concom,

Om behalf of the Washtenaw Human Services Collaberative Council (HSCO), the state-cndorsed

Comrmmnity Collaborative (formerly Mulii-Purpose Collabosative Body} for Washtenaw County,
and i3 members, [am pleased to support Washtenaw 211 as lhe designee for Washicnaw
County's 2-1-1 call center.

Washtenww 211 3s the result of a strong collaborative effort between the {Inited Way of
Washtenaw Couaty, Huron Valley Ambulance, Washtenaw County and the Ann Arhor Arca
Conunumity Foundation. i additien, Washtenaw 211°s development is overseen by a diverse
advisory board, meluding representation [rom public and private non profit human service
providers, law enforcement, local universitics, private enlerprise and others.

Opened to the pubhe on November 15, 2004, Washtenaw 211 is Washtenaw Clounty’s first
comprehensive Informiation and Referral Service (1 & R). Currently, the call center i forging

working relationships 10 ensure it can mect all the requirements and obligations of a 2-1-1 eall
cenler,

The value ol a centralized T & R call ceader is obvious, The HSCC has watched and participated,
with considerable mterest, throughout the development and initiation of Washtenaw 211, and is
anxious to bring the additional benefits of becoming part of the pational 2-1-1 nelwork to our

commninity. ‘The support expressed in this letter was approved by the membership of the HSCC
ab our regular meeting of November 3, 2004

Sincercly,

v g

e

P il L aatdya

Frank Cambria
Chair, Washtcaaw Human Services Cnllaborative Council
Breputy County Administrator, Washtenaw County



EXHIBLIT 21

Ml Miiﬁnte of loformation and Referral Systems
Standards for 2-1-1 Call Centers

idarch 1, 2002

1. The Call Cenler shall provide proflessional information and refarral services as
described in the Standards for Profassional Infarmation and Referral
published by the Alliance of Information and Referral Systems (AIRS).

Requirement 1: Call Cenier applicants not already acercditod by AIRS
shali be in the process of applying to AIRS for accreditation and shall
demonsirate a likelihocd that their application will be approved within
the next 18 months.

Requirement 2: The Call Center applicant shall ba staffed by at least
one Certified Information & Referral Specialist {(CIRS) and ensure that
al staff responding to caller inquiries are trained in the basic skifls
needed to successfully execute their dufies.

Requirement 3: Call Certer applicants that do not provide formal
crsis intervention, shall have protocols and technology to transfer
crisis calls to an agency that does.

Réquirement 4:The Call Center applicant shall monitor and evaluate
client satisfaction and the quality of ite service through appropriate
follow-up.

2. The Call Center shall be accessible by operating on a 24/7 basis, without
assessing a direct charge against callers, and demonstrating a commitimant
to reasonably accommodate callers with special needs.

Requirement 1: The Call Center applicant shall ensura the provision
of 2-1-1 service 24-hours a day, year-round. {Allowances and
amangements for service dunng nen-peak hours can differ than peak
time operations.)

Requirement 2: The Call Center applicant shall not charge inquirers
tor 2-1-1 service. NOTE: This refers te the provision of information and
referral services, not telecommunication or other charges outside the
cantrol of the Call Center, such as access charges.

Requirement 3: The Call Center applicant shall provide barriar-free
access to its service for individuals and groups who have special
needs, e.g., TDD¥TTY access far peaple with hearing impairments; and
transiation services for inquirers who speak languages other than
English.



MI Alliance of Information and Referral Systems
Standards for 2-1-1 Call Centers

3. The Call Center shall have the tools necessary to adequately support 2-1-1

4,

service.

Requirement 1: The Call Cenier applicant shall utilize a computernzed
resource database that contains accurats, detailed, and uniform
information about community resources and that is indexed using the
AIRS/Info Ling Taxonomy.

Requirement 2: The Call Center applicant shall utilize a computerized
syslem fur collecting and organizing inguirer data that provides a
means for describing requests for service and identifying service gaps.

Requirement 3: The Call Centar applicant shall monitor and evaluate
the demand, accessibility and efficiency of the 2-1-1 service by using
an automated call management system that is capable of measuring
such items as: the call volume; call abandonment rate; and average
length of call.

The Call Center shall work to coordinate 1&R services in their local community
and in the state of Michigan.

Requirement 1: The Call Center applicant shall demonstrate
knowiedge of, as well as coordination with, cther community
information and referral providers, such as cther comprehensive 1&Rs,
specialized 1&Rs, crisis centers, 8-1-1 centers, and 3-1-1 centers, that
operate in any part of the applicant's propeosed 2-1-1 service area.

Reguirement 2: The Call Center applicant shall have developed a
protocol for referring callers who want 1o make a community spirited
contribution of money, goods or gervices, inciuding volunteer hours to
agencies that coordinate volunteers andfor manage danations of
moneay, goods or services,

Requirement 3: The Call Center applicant shall conduct an ongoing
program designed 1o increase public awareness of &R and 2-1-1
senvices.

Requirement 4: The Call Center applicant shall strive to etrengthen
the seamless and uniform delivery of 2-1-1 servives slate-wide by
working collaboratively with all other 2-1-1 Call Centers in Michigan
and other |&R providers in Michigan.
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Memorandums of Understanding

Washtenaw County
American Red Cross—Washtenaw County
The Ann Arbor Canter for Independent Living, Inc.
Area Agency on Aging 1-B
Child Care Network/Washtenaw RBegional AC
Emergency Psychialric Services—Univarsity of Michigan Health Centers
Heath Services Access—Washtenaw Community Health
HIV/AIDS Resource Center
Huron Vallay Ambulance
Manchester Community Resource Center
Dzrone Bouse, Inc.
SafeHouse Center
Veterans Affairs Departmeni—Washtenaw County
Washtznaw Centrai Dispatch
Washtenaw County ETCS {Cmployment Training and Community Services)
Livingston County
The Arc of Livingston County
Area Agency on Aging 1-B
Child Care Network and Livingston County 4C Coundcll
Emergency Psychiatric Services—LUiniversity of Michinan Hezlth Centers
HIV/AIDS Resource Center
Huron Valley Ambulance
Livingston Area Council Against Spouse Abuse
Livingston Central Dispatch
Livingston County Community Mantal Health
Livingston County Chapter of the American Red Cross
Michigan Warks Association—Livingston County
Veterans Affairs Departrment—Livingston County

Monroe County
Area Agency on Aging 1-B
American Red Cross Monroe County
Child Care Metwork/¥Washtenaw Regicnal 4C
Community Resource Canter
Emergency Psychiatric Services— University of Michigan Health Centers
Family Counseling & Shelter Services of Monrge County (FC55)
Huron Valley Ambulance
Michigan Works! Monroe Service Center
Monroe County Centrsl Dispatch
iMonroe County Community Mental Health
Monroe County Veterans Bureau
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Michigan Alliance of
Information and Referral Systems

APPLICATION FOR MI-AIRS
ENDORSEMENT AS A 2-1-1 CALL CENTER

Review Team Minimal Expecftations Protocol

July, 2001

WV
United/Regional Call Center
(Washtenaw, Livingston and Monroe Counties

Michigan Alliance of Information and Referral Systems
P.O. Box 1811
Detroit, Ml 48231
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MICHIGAN ALLIANCE OF INFORMATION AND REFERRAL SYSTEMS

APPLICATION & REVIEW PROCESS FOR ENDORSEMENT
AS A 2-1-1 CALL CENTER

The purpose of the Michigan Alliance of Information and Referral Systems’ Appficafion
for Endorsement as a 2-1-1 Call Centar process is to apply lhe MI-AIRS Standards for
2-1-1 Calf Centers to measure an agency’s or a coalition of agencies’ readiness to
establish and operate a 2-1-1 Call Center. The process addresses goals, resources, -
experience, and plan to ensure quality and consistent 2-1-1 service. The process is
intended to be a cooperative effort between the applicant and MI-AIRS to establish a
strong foundation for 2-1-1 on which the applicant can build and grow. Applicants that
meet MI-AIRS standards and complete the application process are recommended fo the
Michigan Public Service Commission for designation as a 2-1-1 Call Center.

The Process Par the Review Team will include . . |

=
o2

A critique of the application process based on documented minimal expectations.
Expectations will be evaluated on two levels

# 1y Meets Requirement and

» 2} Does NOT Meet Requirement: MNeeds [mprovement.

Feedback will be provided to the applicant in written format based on the two levels
of evaluation. : .
Recommendations will be given to the applicant and supportive documentation will
be requested in a well-defined period of time.
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Review Team Process — Minima! Expeciations
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Michigan Alliance of Information and Referral Systems

Standards for 2-1-1T Caill Centers .
Decembar 15, 2000

The Call Centet shall provide professional infortiation and referml serviees as described in the
Srandords for Professional Information avd Referval poblished by the Alliance of Information
and Reforal Sysiems (ATRS).

Reguiremeny }: Call Center applicants not alrezady accredited by AIRS shall be in the process of
applying (o AIRS [or acercditation amd shail demonsirate a Lkelihood that their
application will be approved within the next I8 months.

Reguirement 2: The Call Center applicant shall be staffed by at least one Certified Infermation
& Referral Specialist (CTRSY and ensure that all stafl responding 1o caller
inquirics are trincd in the basie skilts needed 1o successfully execte their
duties,

Reguirement 30 Call Center applicants that do not pravide formal eriis interventiom, shall have
protocals and technology fo transfir crisis calls to an agency that does,

Heguiremernt 4 The Call Center applicant shall monitor and evaluate client satisfaction and the
quality ol it service through approprigte follow-up.

The Call Center shall be accessible by operating on a 2477 basis, witheour assessing a direct charge
against callers, and demonstrating a commitment o reasanably accommodate callers with special
needs.

Reguirement [ The Call Center applicant shall ensure the provision of 2-1-1 service 24-hours a
day, year-reuml. (Allowanees and arrangements for service during non-peak
hours cam diller than peak Gme operations.)

Requirement 2: The Call Center applicant shall not charge inquirers for 2-1-1 service, NOTE:
Tlis refers W itee provision of nforenation and relecral servives, ol
telecommunication or other charges ontside the control of the Call Center, such
as aceess charges,

Requrement 3: The Call Center applicant shall provide barmier-free aceess to its service for
individuals and groups who have special needs, e, TDD/TTY access for
people wilh hearng impairments; and translation services for inguirers who
speak languages other than English.
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ARavaw Team Process — Mmime! Expectations
Feog 4

The Cali Center shall have the tools necessary to adeguately support 2-1-1 service.

Reguiremen | The Call Center applicant shall wilize a computerized resource database that
corlaing sceurate, detailed, and unifarm information shout commumity
resources and that is indexed vsing the AIRS/Info Line Taxonomy.

Requiremen 2: The Call Center applicant shall utilze a computerized system for collecting and
urgamizing inquirer data that provides a means for describing requests for

service and identifying seivice gaps.

Heguivement 3: The Call Center applicant shall monitor and cvaluate the demand, accessibility
and efficiency of the 2-1-1 service by using an aulomaled call management
systemn that is capable of measuting soch jtems as: the calt volume; call
abandonment rate; and average fenypth of call.

The Call Center shall work to coordinate F&R services in their local commurity and in the state
of Michigan.

Reguiremend 12 The Call Center applicant shall demonstrate knowledge of, as well as
coordimatien with, cther community information aned referral providers, such as
other comprehensive [&Rs, specialized [&Rs, ensis centers, 9-1-1 centers, and
3-1-1 centers, that operate in any past ol the applivant’s proposed 2-1-1 sarvice
arca.

Requirement 2: The Call Center applicant shall have developed a protoco] for relerming cajlers
who want to make a community spirited contribution of money, goods ox
services — including volantecr howurs — 1o agencies that coordinate valuntecrs
and/or manage donations of money, goods or services,

Requirement 3: The Call Center applicant shall puthine their engoing program designed to
increase public awareness of &R and 2-1-1 services.

Regﬁ:’nﬁmem 4: The Call Center applicant shall strive to strengthen the scamless and uniform
delivery of 2-1-1 services state-wide by working collaboratively with all other
2-1-1 Call Centers in Michipan and other T&R praviders in Michigan.
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STARDARD |

The Call Center shall provide professionat information and referral services
as described in the Sfandards for Professional information and Referral
published by the Alliance of Information and Referral Systems (AIRS)

2]

1

e : :
QUIESTIONS .
Is your infarmation and referral program accradited by AIRS? ¥ES  No
If no,
Is your agency/program aceredited by ancther body/bodies? yes no

If yes, lisl accrediling body/bodies:

................

Has your agency applied for accreditation by AIRSY yes  no
If yes,
When did AIRS accept your application for review? Date:
Where is your application at in the process and what is the liketihood that it will be approved
in the next 18 months? {use Explanaficn/Comments box}
Coes MI-AIRS have your permission to confidentially discuss your application for
accreditation with AIRS? yes 1o

DOCUMENTATION 8 MINIMUM EXPECTATION

# Copy of AIRS Certificate of Accreditation {or copy of letter from AIRS stating that your
application has been accepied for review and other correspondences related to its prograss)

* Copy of cerlificates of accreditation granted by other pertinent bodias

# Lopy of recent program audits, andfcr recent program evaluations.,

MESR EXBREARES
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QUESTIONS -
Is your agency staffed by at least one Cerdified Information and Referral Specialist? yes no
Boes your agency conduct a formal program 1a train new I1&R Specialists? yes  ne

If yes,

Does your training program include pre-service training in basic 1&R skills? ¥es  ng
If yes, does your pre-service training address the following:

1. Interviewing technigues and attitudss yes no Page#
2. Listening skills yes no Page#
3. Communication yes no Page#
4. Proper telephone usage yes no Pane#
5. Assessment technigues ya2s no Page#
B. Information provision procedures ¥y no Page#
7. Refemal provision procaedures yas  no Page#
& Foliow-up yes no Page#
g Data recording _ yes no Paga#
10. Maintsnance of inguirer records yes no Page#
1. Organization of the Taxenomy yes no Page#
12. Use of the resource dafabase yes no Pags#
13. Job-ralated equipment and tools yes no Page#
14, Waorking with multicullural’ethnic inquirers yes  no Page#
15. Working with special populations yas  nn Page#
18. Warking with difficult ingquirers yes no Page#
17. Waorking with people in crigis yes no Page#
18. I&R in times of disaster yes no Pages#
Does your 1&R service provide on-the-job training? yes  no

How many training hours are involved?

DOCUMENTATION & MiNIMUM EXPECTATION

(Not necessary fo dupficaie already submitted documentation.)

» Staffing table from the Agency and Frogram Information form

# Copy of at least one CIRS certificate held by a cumrent staff member

* Sample orientation schaduie, orientation manual, and training curdculumdmasierial
* Plan for ensuring minimat of ane CIRS
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CUESTIONS

Coes your |&R service provide formal suicide/mental health crisis intervention? ves  no
If yes, is your service accredited by the American Association of Suicidology? yes no
If no, is thera & formal suicide/mental health hotline service that serves your region?

CYBS o
If yes,

¥hat is its name and sponsorng organization?

Is that service accredited by the Americain Association of Suicidology? ¥ES  no

Loes your |&R have an memorandum of understanding (MOLU) to connect callers with that
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Fage &

service? _ yes o

Eoes your 1&R have protoco!s for transferring callers to that service? YES D

Is your phane system capable of seamlessly transferning callers to that service?

yEs no

If no to any of the above,

Howr do your |&R specialists handle cnsis calls? (Use the Explanation/Comments box
below. }
Daes your 18R service have protocols for referring callers to 9117 yas  no

DOCUMENTATION & MINIMUM EXPECTATION

# Copy of AAS Certificate of Acereditation

¥ MOUWprotocols for transferring calls to a designated suicidefmental health hotline
¥ MOUiprotocots for transferring calls to 811

¥ Feedback Loop on protocols andfor MOUs/agreements

.-" 1%y '-ﬁ-' e
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QUESTIONS
Ooes your &R sarvice conduct follow-up to determins:
Client satisfaction yes
Quality of service yes
Does your |&R service have z written follow-up policy? . yES
Does the policy address conditions under which follow-up is required? yes

Does the policy spacify a percentage of inguiries for which follow-up is required? yes
If yas, what percentage is required?
What percertage of total inquines were followed up last year?

DOCUMENTATION & MINIMUM EXPECTATION

na
Ro
nao
nQ
no

# Sample of forms uzed by staff to document follow-up action taken and result of follow-up

#  Follow-up policy
¥  Wanagement reports documenting follow-up and results

P Tl A T s T
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STANDARD I

The Call Center shall be accessible by operating on a2 24/7 basis,
without assessing a direct charge against caliars,
and demonstrating a commitment to reasonably accommoedate callers with special needs.

e g W g T W e 0 LLALEL (DL LR
REQUIREMERE sa Tt 'ﬂgg@fﬁ:;’fﬁﬂ;lr S
" ' s sdbensue o, Gusion otiile

e

QUESTIONS

Wilt your 2-1-1 service be available from a live specialist on & 24-houif7 day basis? yes no
What valume of calls do you anticipate, once 2-1-1 service is initiated? (use graph below)
Will another agency pravide coverage of your lines at any time? ¥es no

If yes,
Vvhat is the name of that agency?
What are the qualifications of that agency? {use Explanaticn/Comments box)
Wili that agency have access to the same database of community resources used by your 18R
staff? ¥Y&s  no
When will 1hat agency he providing coverage? (use graph below) :
Wi the type of service provided by that agency vary from your pwn?
{use ExplanationComments box)
What staffing levels will youlyour partner agency maintain to mest expected demand?
{use graph below)
What are your backup plans for perieds of heavy demandfshort staffing?
{uze Explanation/Comments box)

Shift (modify fam—2pm, M- | 3pm=1ipm, M- | 11pm—7am, M- | Fam-7pm, 5-§ | 7pm—7am, 5-5 .

graph, if your F F F Weekend
ghift hours are

different)

E=st. call volume

Supervisory
Staff

Phane Staff

Support Staff

DOCUMENTATION & MINIMUM EXFECTATION

*  MOU with partner agency providing 24/7 coverage

# Description of pariner agency (including full physical location address and phone number)

» Description of partner agency gualifications and organizational capacity {including proof of
accreditation {if applicable), staff certification (if applicable}, 1&R knowledge, continuous
training, and database accessibility and usage)

#  Current staffing matrix with call volume capacity and analysis (i.2., amount of time spent on
a call; ather staffing responsitilities}
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QUESTIONS
Are information and referral services available fres of charge to all 2-1-1 inquirers? yos no

DOCUMENTATION & MINIMUM EXPECTATION
¥  Explanation of cost, if any
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CQUESTIONS

Does your &R service have a TRDITTY for communicating with people with hearing/speech
impairments? yes noe

Does your I&R service make amangements for pecple whe speak languages other than
English? {Describe in the Explanation/Comments section below ) yes no

ODocUMENTATION & MiNimum EXPECTATION

# Relevant protocols and training material for TDEVTTY access

#  BOUs or other documentation, if [anguage services are provided through contract with
another anfity

# Description of partner agency providing language service (including full physical kocation
addrass and phone number)

» Description of partner agency qualifications and organizational capacity {including proof uf

accreditation ({if applicable), staff certification (if applicable), I&R knowledge, continuous

training, and database accessibility and usage)

Documentation af ptan to continuz quality assurance of standard

Documentation of contingency plan for non-english speaking inguirers

¥

Nolinet.
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The Call Center shall have the tools necessary to adequately support 2-1-1 service.

_.:-fﬁ?f;; 2
QUESTIONS
Does your |&R service ulilize a comprterized resource databiass? ¥es
Does your agency maintain the database? yes

'f no, what is the name of the organization that maintains the database?

What software is us=d to operate the database?
REFER
tRis
Direct/Direct Win
. other Commercial (&R Application
Custom R Application

ls the datahase management site a partner in the Early On Statewide Database Project?

YES
Do records in the database follow a uniform profile? yas
Does the profile include: .
A unigue recerd identification number? ¥Es
The legal name of the organization? ¥E5
Other names by which the organization is known (popular names, former names, atc )
Yes
A description of the legal status of the organization?

{nonprofit, for-profit, government, ete.) ' yes
Faderal Employer Identification Number {EIN)? yes
Street addreszes? yes
Mailing addresses, where applicabla? yes
Telephone numbers, including TOD/TTY and fax? ¥es
A description of services provided? yes
A description of eligibility requirements? Wag
A description of the application process? VR

The date the information was last verified?
Does your saftware suppart the AIRS/nfo Line Taxancmy by:
Allowing usars to search the Taxonomy level by leval? yas
Allowing users ta specify that they want to search for all records indexed to a
selected term and alf of the fower level lenms on the same branch of the hierarchy?

yes

Allowiryg users ta do a keyword search of Taxonomy terms? yes

Does the keyword search include Taxonomy ‘use’ referencas (synonyms) YOS
Are records in the database accurately and consistently indexed

using the AIRS/Info Line Taxonomy?’ yas

VWhen available, are 'Fagcility Type' terms used? yes

Is ‘double indexing’ {indexing using terms at multiple levels within a single
branch of the hierarchy) avaided? yes

B 3

i
Ny

no

na
no
no
no
no
ne
no
no

o

14
ng
no

no
]

10
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Page 15
Loes the database management site keeb their copy of the Taxonomy
rurrent by incorporating updates issued by fnfo Ling? WEs 54l
Is the database updated regularly:
Is basic contact information for all records updated af least annually? Y8 nNo
ts cora service information for alt records updated at least annually? yEE N0

' For guidelines on 'accurate and consistent' indexing, refer to "Indexing with the AIRS/Info
Line Taxonomy of Human Services" by Margaret ((3illis) Bruni, in vol. 17 of Information and
Referral, the Journal of the Alliance of Informatioh and Referral Systems.

Documsu'rman & Minmum EXPECTATION

Sample profile of databasea entry

Sample database entries {such as a directory of survey document) within the last 12 months

Printout of all terms used to index the database in code order (ona copy only)

A printout of the service index to the full resource database {one copy only)

Wrillen documentation of plans to implement the statements answered "No”

Wiritten statement or pelicy for confirming use of AIRSANFO Line Taxononty of Human

Services, or written plan for implementation and reasonably projected date when the

conversion will be complete

» Written documentation of policyfprotocal for updating database records (including resource
information form, agency naotification procedure(s), and validation of service)

W OW W W Y

7

NOTE: Every effort to have a Taxonomy “expert” on the review team will be made. Ata
minimum, a Taxonomy expert consultant will be used to validate {consistency and accuracy)
data provided by applicant.

i ﬁél"ﬁl’ﬂ"ﬂ?ﬂiﬁdw SeNicRS WAENBFSleE




Review Team Frocess — Minimal Expectaiions
P (G

S Tl T Y AT 1 e o T T A R Y 1 e m—n.-.."_.-..-_-i-}-.-_-. T

EIE‘-"—EW cte;e Sopvevdocirent:

Fhigeiazorem
"ﬁ%ﬁf’“ﬁ!i

QUESTIONS
Dogs your |&R seryice use a computerized methed for recording
inguirer dats at the point of contact? Y-
Does the dats collected:
Allow idenlifivation of service requests? yes  no
Allow identfication of service requests by ZIF code? ¥es  no
Allow identification of gaps in service? ¥es  no
Allow identification of gaps in service by ZIP code? yes  no

DOGCURENTATION & NMINMIUM EXFECTATION
»  Sample inquirer data collection
¥  Sample system generated managetmeant report for sarvice gaps

* Sample system generaled management raport for client characteristics as deemed by
agency needs/requiremeants
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QUESTIONS

Does your 1&R service have an automated call management system? yas ne
If yes,
What is the name of the system and the company that aowns it?

is the system capable of measwring:

Call volume? yes na
Cail abandonment rate? yes  nQ
Average length of call? yes  ng
Are reports generated from the system on a regular basis and evaluated? yes alal

DOCUMENTATION & MiKIMUM EXPECTATION

# Basic [Heraturs about call management system and features (such a3 a marketing broshure
or preface o user guida)

» Sample call management system reports (reports submitted with test, not actual. call data
permitted}

R R I
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STANDARD |V

Tha Call Center shall work fo coordinate I&R services in their local community
and in the state of Michigan.

QUESTIONS
Who are the other majar community information and referral providers in your proposed 2-1-1
semvice area? (Attach a fist that identifies the fype of provider, such as Child Care Resaurce
and Referral Agency or Senior 1EAR, and the providers name/cantact informatian. )
Does your |&R service have defined working relationships with these providers?
{Use the Explanations"Comments section below to describe relationships.)
Does your |&R service have written protocols for refarnng inquirers to these providers?
YES O
Wil your 2-1-1 Call Center be set up so that inquirers can opt to be automaticalty
transferred to any of these providers from the main menu? ¥es o
If yas, which agencies will be listed on the 2-1-1's main menu of options?
fuse Expfanation/Comments box below.)
Have the relevant state-endorsed multipurpose collaborative body/bodies endorsed
your agency's plan to initiate 2-1-1 services in your araa? yes no

DOCUMENTATION & MINIMUKM EXPECTATION

¥ MOUs, contract, and/or other agraements that document cooperative working relationships
with ...

bocal child cara resource and referral agency

Senior 18A/R agency

Crisis intervention grogramfagency

Military Family Cenlars (unlass the 18R service provides any of these directly

Volunteer Centers

Disability Resource Centers

Empioyment & Training (One CallfOne Stop Service Centers)

Protocols for making referrals to other I&R prowviders

Copy of MPCE endorsement

VWV F W YW
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CUESTIONS

Are there agencies in your proposed 2-1-1 sarvice area that coordinate
valuntsars in the commurity?

Are there agencies in your proposed 2-1-1 service arga that manage donations of
money, goods or servicas?

wes  no

¥&s  no
Does your |&R service have formal protacols for referring inquirers to these agencies?

YES N0
Wiill your 2-1-1 Call Center be set up 5o that inquirers who wish o make a donation can opt to
be atomatically transferred to an appropriate agency from the main menu? ¥es  ng

DocumMENTATION & MinmuM EXPECTATION
# Relevant protocols

e

# Text and options of Call Center welcome message

SER Ry
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QUESTIONS
Does your agency have a plan to increass public awareness of 18R and 2-1-1 services?

¥&s  ho
If yes, what is that plan? (Summarize using the Expfanation/Comments section below.)
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Does your agency have a budgef to support 1&Rf2-1-1 public awarenass activiies? yes no
Will your 1&R service routinely collect data about how inguirers heard abaul
your 2-1-1 service? yes  no

DOCUMENTATION & MINIMUM EXPECTATION

¥  Copy of marketing plan with retevant implementalion time lines & markeung budget
+# Copy of annual &R budget within last 12 months

&  Copy of report of how inquirers heard abeut the 2-1-1 service

mmm




Feview Team Frocass — Minmal Expeclaions

T __u.-.-.-,:_

.-._. {ﬁ\é\.;;‘ '::HL-

QUESTIONS
ls your I&R service a partner in the Early On Statewide Database Collaborative?’ yes
Has your agengy condributed data to the Early On Statewide Database’? yes
ts your agency committad to supporting decentralized, coordinated developmeant of

a comprehensive statewide database of community resources? yes
is your agency cormmitted to participating in efforts to develop a uniform tocal for

2-1-1 centers to use to collect statistics on the number of inguires to 2-1-1 centers,

inquirer demographic/sarvice neasds, and outcomos data? YOS5
Is your agency committed to developing suppon for 2-1-1 centers in adjacent

senvice areas? yes
Is your agency a member of MI-AIRS? yes
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o

no
no

' The Early On Statewide Database Collaborative, supported by the Michigan Department of
Education, is currently the only statewide |&R database collaborative operating in Michigan.

DOCUMENTATION & MINIMUM EXPECTATION

Suppartive docurmentation in narrative format of addressing information discussed in above

questions
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June 15, 2006

Robert Miller
Washtenaw United Way
2305 Piatt Road

Ann Arbor, MI 48104

Dear Bob:

Cn behalf of the Michigan Alliance of Information and Referral
Systems’ Board of Dirccrors, I am pleased to grant you
endorsement as a 2-1-1 Call Center. The Board of Directors, after
reviewing your application, determined that the *United Way
Regional Cali Center” meets Michigan 2-1-1 Call Center standards.

We appreciate the time and attention you gave to your application
materials and the program development needed te fully bring 2-1-1
services ko your communitdes, Please keep MI-AIRS informed of
your progress in implementing 2-1-1 in your community. If there is
anything we can do for you, foel free to call me at 616-752-8639.

Congratutations!

Sincarely,

s b e

Rohert H. McKown
Board President

cc: Sherry Milter, Michigan 2-1-1
Suzanne Eman-Jaehnig, Secretary

MI AIRS
PO Box. 130?
:uihguie M] 481?5
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