Department of Administrative Services
Chief Operating Office

155 Cottage Street NE, U20

Salem, OR 97301

PHONE: 503-378-3106

FAXK: 503-373-7643

January 24, 2014

The Honorable Richard Devlin, Co-Chair

The Honorable Peter Buckley, Co-Chair

Joint Interim Committee on Ways and Means
H-178 State Capitol

Salem, OR 97301

Dear Co-Chair Devlin, Co-Chair Buckley and Committee members:

Nature of the Request )
The Department of Administrative Services respectfully submits this letter and accompanying report in
response to a hudget note contained in 2013 HB 5008-A. The budget note reads:

The Department of Administrative Services (DAS} shall work with other state agencies to identify
all information and referral services for state government, with a primary focus on help lines (for
example, 1-800 numbers). The Department will submit a report to the Joint Committee on Ways
and Means during the 2014 legislative session summarizing the purpose, scope, and cost of each
service. For each state agency currently using 2-1-1, the report shall also provide information on
the service(s) being provided, including but not limited to, contract provisions, utilization,
benefits, costs, and budget. Finally, the report shall include an analysis of potential cost savings
or efficiencies that might be achieved by broader use of 2-1-1.#

*Note: 2-1-1 is the same as 211info

Agency Action
In order to understand the current state, the Department of Administrative Services worked with
211info to gather information on the eight existing state contracts. Those programs include:

o SafeNet Maternal & Child Health — Oregon Health Authority

e Cover Oregon Referral — Oregon Health Authority

» Supplemental Nutrition Assistance Program — Department of Human Services

¢  Summer Food Service Program — Oregon Department of Education

» Foreclosure Prevention Information & Referral — Oregon Housing & Community Services

» Mortgage Delinquency Foreclosure Prevention Counseling — Department of Consumer &
Business Services

s Oregon Health Connect — Department of Consumer & Business Services

¢ Tsunami Debris Reporting Hotline — Oregon Parks & Recreation Department
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Detailed information about the contract provisions, utilization and costs for each of these programs
contract with 211info is described in the attached report.

To identify future possibilities, the Department of Administrative Services chose to survey all state
‘agencies to seek information about potential information resource and referral lines that existed.
Seveénty-two state programs reported using 106 phone lines for four primary purposes: Information
requests, referral for local resources, filing a complaint, and reporting an emergency. Assuming an
average call length of four minutes, these phone lines represent just under 30,000 calls to state
agencies, |

The attached report provides detailed analysis that shows there may he other existing programs with
information and referral lines that could potentially be transferred to 211info.

Action Requested

The Department of Administrative Services respectfully reguests acknowledgment of receipt of this
report.

Legislation Affected
No Legislation Affected

Sincerely,

P, e e —

Michael Jordan, COO
DAS Director

cc: Paul Siebert, Legislative Fiscal Office




Information and Referral Services for State Government

Overview

The Department of Administrative Services {(DAS) was asked to respond to the following budget
note:

The Department of Administrative Services (DAS) shall work with other state agencies to identify all
information and referral services for state government, with a primary focus on help lines (for example, 1-800
numbers). The Department will submit a report to the Joint Committee on Ways and Means during the 2014
legislative session summarizing the purpose, scope, and cost of each service. For each state agency currently
using 2-1-1, the report shall also provide information on the service(s) being provided, including but not
limited to, contract provisions, utilization, benefits, costs, and budget. Finally, the report shall include an
analysis of potential cost savings or efficiencies that might be achieved by broader use of 2-1-1.

Background
Purpose and Methodology

As government works to ensure equal access and information to referral services, assistance programs and
information become central to the effectiveness of services to Oregonians. This report attempts to look at
how well those needs are being met by state agencies and 211info, a single point of entry call line for
information and referral for community resources.

There are two parts to this report. The first is a cost analysis of public information and referral services
currently in use at the State of Oregon. DAS developed a survey to inventory programs and divisions with a
public information or referral number, specifically focusing on 1-800 numbers. The survey inventoried the
purpose of the phone line, types of calls received, cost of the program, when the information was available,
and data regarding the utilization of the phone line. This information included hold times, resolution times,
and volume of calls received. The survey was sent to all agency directors and remained open during a four-
week period.

The second part of this report attempts to make a recommendation on cost savings and/or identify service
efficiencies through the potential expansion of 211info in state government. This section will examine how
well 211info currently meets their organization’s goals and if they can support an expansion. Using best
practices research, the results of the statewide survey, and qualitative and quantitative data from 211info,
the report attempts to answer the question: Should the state move to broader use of 211info? If so, what is
the best method to ensure there is equal access to information and referral services to inform the public of
health, environmental, and safety issues for Oregonians with differing circumstances and a higher need for
easier access to resources and information?

The 211 organization

211info is a non-profit organization that provides information and referral service for those who arein
need of public assistance through a coordinated network of social and health services. Similar to 911, 211 is
a one-stop call line that provides immediate, accurate and complete access for wrap-around services to
assist families and individuals in need in Oregon, as well as, Clark and Skamania counties in Washington.
211info’s mission statement is “Our central hub empowers Oregon and Southwest Washington
communities by helping people identify, navigate and connect with the local resources they need.”

Information and Referral Services

211info accesses a database with more than 8,000 programs in 1,300 service areas, including but not
limited to food, shelter, energy, health insurance, counseling, legal aid, eviction prevention, foreclosure
prevention, support groups, school supplies, and financial literacy classes. This database is central to their
service and is updated on a regular basis. By ensuring that program information is continually updated,
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Z11info operators are able to provide timely and accurate information for a family or individual who is in
immediate need. 211info has a Resource Team that updates records in a database weelkly. Programs are
added annually to meet specific needs of the callers.

In-Depth Services

Callers are also able to access in-depth services for specific needs such as foreclosure prevention, maternal
and child health information, parenting resources, energy and weatherization assistance, and homelessness
prevention, among other things. Trained specialists are able to assess the severity of the situation and offer
guidance, advocacy, and discuss the alternatives available. In 2012, according to their annual report, 91%
of callers said they had a better understanding of what resources were available to them after they spoke
with a specialist. :

System Coordination

The organization often works with social services networks on coordinated entry programs, including
tracking shelter openings, scheduling appointments for energy assistance, and providing outreach and
guidance for those who are on the verge or currently experiencing homelessness. In some health or safety
emergencies, 211info can offer a quick response and common messaging for their partner agencies to the
public.

Operations

In partnership with United Way, 211info has a central hub, with forty-two full time equivalent employees -
(FTE), for statewide services in northeast Portland and southwest Washington.

Clients primarily have three major ways of accessing 21 1info services, through phone calls, email and text
message. To ensure that all services are available to the callers regardless of how they choose to access
211info, the organization maintains an up-to-date website and database by the Resources Team on a
weekly basis. Callers primarily use the 211 number to call in, even when other numbers are transferred
over to 211info for operating (such as Oregon Health Connect number-described below) or there are other
numbers available (1-800SafeNet-see below} In addition, 211info has seen a significant increase in website
visits.

Budget
For fiscal year 2013-2014, 211info has an annual operating budget of $2,485,500. Of that amount,

$1,806,000 is dedicated to personnel and $227,000 dedicated to maintaining operations. Facilities expense
total $72,000; however, they are quickly out growing their current space.

Qutputs/Outcomes

During the 2012-2013 year, 211info answered a total of 121,623 calls. During their second quarter
{October 1, 2013 - December 31, 2013) the organization answered 28,446 calls, with the highest volume of

calls in the winter months to date.

The top needs where referral was not available were:

+ Rentand rent deposit assistance
s Shelter

e Electricity assistance

¢ Gasmoney

e Moving expense assistance
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There are several reasons why referrals are not available at a caller’s request. Referrals may not be
available due to the fact that there is a lack of or insufficient information in the database or the eligibility of
the client, such as the requirements in piace for the Supplemental Nutrition Assistance Program (SNAP)
and Medicaid. However, much of the time, community need outweighed the available resources. It was
recorded in their annual report that approximately 80% of the callers were either at or below the Federal
Poverty Level, which for a family of four is $23,550 gross annual income.

211info will follow-up with a caller after the initial conversation. Last year, 91% of clients reported having
a better understanding of what resources may be available to them. 98% were overall satisfied with the
level of service provided by 211info.

There was a 19% increase in contacts made from FY 11-12 to FY 12-13. The major metropolitan areas
{Multnomah, Clackamas, Washington counties) made the most contact. However, with coverage expanding
to rural counties in 2013, there were significant numbers recorded for Umatilla, Malheur, and Jackson
counties.

This pastyear, 41% of their referrals provided clients with the assistance that they sought. In the past
quarter, the average wait time was 3.65 minutes. The average time callers held before they hung up,
abandon time was 3.95 minutes. The average talk time was 6 mimutes. Currently, they are operating ata
70% capacity, this was calculated using data from the past quarter for calls answered versus calls that
came in.

Considering the numerical data and taking into account interviews and meetings with 21 1linfo personnel,
DAS concluded that 211info is meeting their mission and organization objectives. However, the state would
have to invest in the operations and administration of 211info in order to strengthen the internal
infrastructure to ensure a successful transition of state programs.

By transitioning over state phone lines, the volume of calls for 211linfo will increase significantly.
Therefore, the number of 211info staff will need to increase to meet that growth, as well as maintain the
current need. This translates into the need for internal infrastructure support as well as human capacity.

211INFO EXPENSE FY13-14
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Over one million dollars in revenue was received from State Government through eight different contracts,
totaling $1,047,450, with $5,000 from the Washington State. This accounts for 42% of their total revenue in
their current budget.
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211INFO REVENUE FY 13-14
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Existing State Contracts with 211info
" The State of Oregon holds eight contracts with 211info:

SafeNet Maternal & Child Health - Oregon Health Authority™*

Cover Oregon Referral - Oregon Health Authority*

Supplemental Nutrition Assistance Program -~ Department of Human Services*

Summer Food Service Program - Oregon Department of Education™

Foreclosure Prevention Information & Referral - Oregon Housing & Community Services
Mortgage Delinquency Foreclosure Prevention Counseling - Department of Consumer & Business
Services™

s Oregon Health Connect ~ Department of Consumer & Business Services*

e Tsunami Debris Reporting Hotline — Oregon Parks & Recreation Department

a & & = @

*federally required programs with funding coming through the state agency to 211infe.

A description of each program follows:

SafeNet Maternal & Child Health - Oregon Health Authority

Contract Provisions
Oregon Health Authority (OHA) is required by federal law through their Public Health Division to maintain
a statewide toll free maternal and child health information and referral line. The contract requires that
211info provide comprehensive health and eligibility information and referral services, availahle fo
Oregonians, to service providers and OHA field locations through their call in numbers, in addition to 1-
800-Safenet, a statewide maternal and child health telephone information and referral number and
through 211info’s website. The firstiteration of the SafeNet Maternal and Child Health contract with

* 211info was for 2010 and ensured the services were provided in compliance with the Title V requirements.
In July of 2011, the contract was amended and extended to expire on September 30, 2014.

The main scope of work requires that 211info maintains three areas of responsibility. The firstarea of
responsihility is to answer phone calls, texts, respond to online inquiries and provide information and
education about preconception, pregnancy, and prenatal concerns; women, children and family health;
infant, child and adolescent development, behavior and learning. The hotline is to be in operation between




Information and Referral Services for State Government

Mondays and Fridays from 8am to 5pm. Second, 211info is also required to assist women, children and
families with health and social service programs and referral programs such as Oregon Mother’s Care,
home visiting, Women, Infants and Children (WIC), and other nutritional resources, parenting classes and
supports for basic needs and follow-up with clients to ensure their needs were met. Finally, the contract
requires staff are trained as content experts and the database is maintained with accurate and up-to-date
information. 211info is also required to conduct outreach work. Monthly reports are to be submitted to
OHA to ensure the program and its services are meeting the needs of the public.

Cost

The cost of service is not-to-exceed $870,000. From October 1, 2010 through September 30, 2014, GHA will
provide a minimum of $203,000 each year. $1,000 will be provided for new SafeNet website content
development and $2,500 per year for two years for website maintenance, paid in monthly installments.
Funding accounts for 67% of the total OHA funding for 211info.

Utilization

In the FY 2012-2013, there were 378,361 calls received through 211info and 1-800-SAFENET for SafeNet
information and referral needs. Although, both numbers were available, the majority of calls came through
the 211 number. On average, callers to the Oregon SafeNet waited an average of 2.5 minutes to speak with a
SafeNet operator, and on average 28% of the calls were abandoned, or the caller hung up while on hold.

Cover Oregon Referrals — Oregon Health Authority

Contract Provisions

OHA contracted with 21 1info in October of 2013 to provide outreach and public education to Oregonians
regarding Cover Oregon. The program is funded through the Outreach and Public Education Grant Program
which is intended to support targeted outreach and public education to those who are potentially eligible
as outlined in the federal requirements to access health coverage through Cover Oregon, including
consumers living in geographic isolation or with additional barriers to enrolling themselves or members of
their family. The grant funds cover 211info staff time dedicated to Cover Oregon outreach and public
education efforts, local travel, and other expenses necessary to reach and provide assistance to targeted
consurners.

The contract requires 21 1info to:

*» ‘Workin collaboration with Cover Oregon regarding referrals and relevant messaging
Train call center staff to conduct outreach to callers by asking about their health insurance status
and offering information about Cover Oregon
Refer callers to the Cover Oregon website

¢ Refer callers to partner organizations for in-person assistance filing for health insurance

» Refer clients to Health Care Specialists if clients require more detailed information and/or problem
solving in accessing Cover Oregon or enrollment assisters

e (Collect and share demographic data to ensure program is working properly

¢ Reach out to potential clients

Their outreach activities, include but are not limited to, coordinating meetings to provide enrollment
assistance, holding one on one meetings with decision makers and community leaders, publishing article(s)
to promote Cover Oregon in their organization newsletter, and hosting community events or forums to
promote Cover Oregon, and conducting targeted neighborhood canvasses to promote Cover Oregon,

The contract holds 21 1info to cultural competency, organization and community educator standards, and
required 211info to submit monthly activity reports in an OHA approved format.
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Cost

The contract states that payments are not to exceed $99,905 and 211info will be reimbursed for 10% of the
total budget for Indirect/Administrative Costs. To date, since FY 2012, OHA has paid a total of $498,277 to
211info for their services. Cover Oregon funding is approximately 33% of the total OHA funding to 21 linfo.

OHA funding accounts for 29% of 211info’s total current budget.

Utilization
In the last two weeks of October, after the initiation of the contract, 211info responded to a total of 3,964
calls, emails and texts regarding Cover Oregon. They provided 246 referrals to Cover Oregon.

Supplemental Nutrition Assistance Program — Department of Human Services

Contract Provision ‘

The Department of Human Services (DHS} provides funding to 21 1info through grant funding from the US
Department of Agricuiture Food and Nutrition Service (USDA FNS) and the State of Oregon grant funding to
assist DHS in outreach services for the Supplemental Nutrition Assistance Program (SNAP) pursuant to the
authority provided by ORS 409.110(2). This contract is effective from October 1, 2013 to September 30,

2014.

There are five types of services outlined in this contract that 211info is required to provide for the callers.
First, 211info provides guidance on the application process and assistance on resolving access issues
through phone calls, emails and text messages. It is the responsibility of 211info to ensure that all services
are available to those that choose to text rather than call, with the exception of interpreter services. Second,
they make referrals to local organizations providing advocacy services for clients who need ongoing
assistance with self-sufficiency programs, in addition to the Iocal DHS sites. Third, 211info is also required
through the contract to update their website and database with accurate and current program information.
Fourth, they are to provide basic information regarding a caller’s eligibility for SNAP. Additionally, 21 1info
is to provide monthly reports that capture caller demographic information in order for the agency to
ensure the program is meeting the needs of the clients.

Cost
To date, the state has paid $521,049. Funding from this contract accounts for 11% of 211info’s budget.

Utilization :
In calendar year 2012, 211info received 12,106 calls for the Supplemental Nutrition Assistance Program
(SNAP). In 2013, January through November, they received 9,380 calls.

Summer Food Service Program - Oregon Department of Education

Contract Provision _

The Summer Food Service Program (SFSP), within the Oregon Department of Education (ODE), is a
progrram that provides free, healthy meals and snacks to help children in low-income areas get the nutrition
they need during the summer months when school is no longer in session. Beginning services in May of
2009, ODE contracted with 211info to provide a hotline service for callers to access summer food sites
through telephone and website visits for ODE Child Nutrition Programs (CNP).

The hotline provides program information and referrals to local Summer Food Service open sites, School
Districts for income eligibility guidelines and application for free or reduced priced meals during the school
year and afterschool meals programs. 211info are also required to track demographic information to assist
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0OD¥’s administration of Suminer Food/Child Nutrition Programs. Additionally, they are to report on this
data monthly between June-August, with an update in October. ‘

Cost

The maximum, not-to-exceed compensation is $82,500. To date, since the program began, 211info has been
paid $60,500. In the current budget, it accounts for 1.6% of the total funding to 211info from state
government.

Utilization

During the summer months, June - August, in 2012, 211info received 231 cails for the program and 10,160
website visits. Between May and August of 2013, they received 150 calls and 6,334 web visits. On average,
89% of all calls were from families who lived at or below the federal poverty line.

Foreclosure Prevention Information and Referral Services — Oregon Housing &
Community Services '

Contract Provisions :

Relating to Senate Bills 1552/558, 211info is contracted by the Oregon Housing and Community Services
{OHCS) to provide call center services for households, who are at risk of foreclosure and require phone and
* or translation services to find a housing counselor in Oregon. Through the contract, 211info is to receive
calls between 8am to 6pm Monday through Friday, to refer callers to Oregon non-profit organizations
identified as providers of Loss Mitigation and Mortgage Delinquency Early Intervention and Foreclosure
Prevention Counseling Activities and other related housing counseling organizations.

This is similar to the contract statement of work the Department of Consumer and Business Services
(DCBS) has with 211info regarding foreclosure information. They are also contracted to provide customer
service to the OHCS website. In order to ensure the program is meeting the needs of the callers, 211info is
to collect relevant data and submit in a report to OHCS quarterly.

Cost
The compensation for the work is not-to-exceed a maximum of $25,000. Over the last year, they have been

paid $10,417.

Utilization
During fiscal year (FY) 2012-2013, 211info received 923 calls about foreclosures.

Mortgage Delinquency Foreclosure Prevention Counseling - Department of Consumer
& Business Services

Contract Provisions

With the passage of House Bill 3630, DCBS was assigned with the responsibility to adopt administrative
rules defining required notifications to consumers facing foreclosure. These responsibly included
establishing a toll free statewide referral service to the U.S. Department of Housing and Urban
Development (HUD) approved foreclosure counseling services as written into the bill.

Similar to OHCS foreclosure contract, 211info is to receive calls between 8am to 6pm Monday through
Friday, to refer callers to Oregon non-profit organizations identified as providers of Loss Mitigation and
Mortgage Delinquency Early Intervention and Foreclosure Prevention Counseling Activities and other
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related housing counseling organizations. However, in addition to the 211 phone number, calls for
foreclosure assistance can go through the 1-800-safenet call number.

Cost :
In the current budget payments from this program account for 2.4% of the total funding from state
government to 211info.

Utilization
The scope of work for foreclosure calls for DCBS and OHCS are not tracked independently. Therefore, the
numbers of calls received (923) during FY 2012-2013 are the same as OHCS.

Oregon Health Connect - Department of Consumer & Business Services

Contract Provision

DCBS had two contracts with 21 1info regarding information and referral services to consumers about their
health coverage options and to ensure consumer access to their rights under state and federal law. The first
contract issued in 2012 transferred the responsibility of establishing a statewide number from DCBS to
211info.

The first contract required 211info to provide basic insurance information and refer the caller to OHC staff
when inquires required more specific information. 211info maintained the telephone number between
9am to 5pm Monday through Friday. Both 211 call line and 1-877 number for the program and website
URL information were transferred to 211info in the contract.

The second contract issued expanded the capacity of the Oregon Health Connect (OHC) program as it was
established by the first contract by: (1) improving the range and quality of consumer assistance activities,
(2) increasing enrollment activity and consumer education through marketing, (3) improving services to
consumers and data collection through a new information technology infrastructure, and (4) increasing the
program’s level of accessibility.

Cost
In the last three years, the state paid a total of $627,069 to 211info and they fulfilled their contract in

August of 2013.

Utilization
There was no utilization information provided for this contracted service.

Reporting of Tsunami Debris ~ Oregon Parks & Recreation Department

Contract Provision

Under authority of ORS 279B.080 in June of 2012, the Oregon Parks and Recreation Department (OPRD)
contracted with 211info to provide the general public with a single resource for reporting floating debris
from the Japanese Tsunami along the Oregon Coast, including Clatsop, Coos, Curry, Douglas, Lane, Lincoln
and Tillamook counties. The contract obligates 211info to receive and answer calls in the counties through
the 211 dialing code Monday - Friday from 8am to 6pm. 211 serves as the primary number and 1-800-
SAFENET is considered the secondary call in number.

Under contract, 211info is required to transfer callers to the appropriate agency to report the sighting of
hazardous materials, any offshore hazard to marine vessels or nonhazardous beach debris. Outside of these
hours, 211info is required to route callers through a series of automated options through a phone tree for
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the caller to self-select and connect to the appropriate agency. They are also required to submit a daily
report to OPRD.

gﬁztfollowing table outlines the pricing for services performed by 211info for this contract.
1 unit* 0.25 FTE $3,437.00
2 units 0.50 FTE $6,875.00
3 units 0.75 FTE $10,312.50
4 units 1.OFTE $13,750.00

*A unit is the amount of work equal to .25 FTE at a cost of $3,437.50 based on an average of 15 calls per day during one quarter.

To date, OPRD has paid $30,063 to 211info for these services. Of the total state funding, this contract
accounts for 1.3% of current 211info budget.

Utilization
In FY 2012-2013, there were a total of 40 calls received. However, this does not include the number of calls
received through the Interactive Voice Response (IVR) system, or the phone tree.

Contract Considerations with 211info

Three contracts, DHS, OHA and DCBS Oregon Health Connect, require the Alliance of Information and
Referral Services (AIRS) certification for staff who answer calls regarding their programs. Each certification
is $72 and recertification is required every two years. Increasing the staff would mean increasing the costs
related to certification. Currently, certification is approximately 5% of their total operations cost but will
increase to a more significant amount with additional personnel.

The monetary value of this support has not been determined at this time. However, 211info could renta
vacant state owned facility for an agreed upon price and cost of staff support and membership dues can be
calculated into the contracts of transitioned programs.

Standards should be outlined in the contract and 211info should adopt high quality performance measures
that can be measured with high quality data in order to ensure standards are met and the quahty issues of a
large scale transition not affect the quality of experience.

Cost Analysis of State Information Resource & Referral Services -

Current usage of 1-800 and information/referral call-in numbers

DAS developed a survey to inventory programs and divisions with a public information or referral number,
specifically focusing on 1-800 numbers. The survey inventoried the purpose of the phone line, types of calls
received, cost of the program, when the information was available, and data regarding the utilization of the
phone line. This information included hold times, resolution times, and volume of calls received. The survey
was sent to all agency directors and remained open during a four-week period.

Additionally, DAS inventoried all of the public state 1-800 number listed in the State Phone Book. The
Enterprise Technology Services also collected and recorded all amounts paid for 1-800 numbers.

A table listing agency programs that use 1-800 and local phone lines and their purposes can be
found in Appendix A.
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Type of Call Received By Program

Seventy-two programs reported using 106 phone lines. The primary type of call received was an

information request, followed by referral for local resources, and to file a complaint or report an

emergency.

It should be noted that some programs reported multiple phone lines with multiple reasons (see
Appendix A). Alist of programs that recorded "Other Types of Calls Received” can be found in

Appendix B.
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Breakdown of Funding For State Agency Information Resource & Referral Phone Lines

The graph below shows the funding sources for the programs that designated a particular funding

source.

Additionally, an inventory of 1-800 numbers found in the State Phone Book can be found in’

Appendix C.
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Cost of maintaining 1-800 numbers

Number of Billing Total

Phone Lines From ETS | Minutes

Found on ETS FY Fy 2012 /

Billing that 2012/201 | 2013 From | Estimated #
Agency were in survey | 3 ETS Billing | of Calls*
100 - DEPARTMENT OF HUMAN SERVICES 6 $600 | 21,600 5,400
107 - DEPT.OF ADMINISTRATIVE SERVICES 3 $2,000 [ 91,900 22,975
124 - STATE BOARD OF LICENSED SOCIAL
WORKERS 1 $200 | 6,800 1,700
137 - DEPARTMENT OF JUSTICE 10 $51,900 | 2,356,600 589,150
150 - DEPARTMENT OF REVENUE 2 $48,200 | 2,211,200 552,800
170 - OREGON STATE TREASURY 2 $2,600 | 120,100 30,025
198 - JUDICIAL DEPT 11 $9,100 { 389,000 97,250
248 - MILITARY DEPT 1 $700 | 28,300 7,075
257 - DEPARTMENT OF STATE POLICE 1 $100 ; 3,100 775
415 - OREGON YOUTH AUTHORITY 9 $200 | 5,100 1,275
471 - EMPLOYMENT DEPARTMENT 1 $3,000 | 137,800 34,450
586 - DEPT OF COMM COLLEGES &
WORKFORCE DEVELO 1 $100 | 1,500 375
603 - OREGON DEPARTMENT OF
AGRICULTURE 4 $300 | 12,000 3,000
634 - PARKS AND RECREATION DEPARTMENT 7 $65,200 | 2,617,500 654,375
730 - DEPARTMENT OF TRANSPORTATION 10 $4,600 | 192,900 48,225
860 - PUBLIC UTILITY COMMISSION 2 $6,300 | 281,900 70,475
914 - HOUSING & COMMUNITY SERVICES
DEPARTMENT 1 $1,100 | 48,800 12,200

Total 72 $196,200 | 8,526,100 2,131,525

*Calculated taking minutes from ETS Billing divided
by an average of four minutes per cal Average $2,725 118,400 min 29,700 calls

11
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Recommendation

For the state programs and numbers that have been surveyed and inventoried, it is recommended that only

the programs that closely match 211info's mission be transitioned for in-depth and system coordination.

Initially, all numbers within programs which have a basic purpose of vetting the callers’ needs to get them

to a division or subject matter expert could be transferred to 211info.

Additionally, program numbers which are in place to inform or refer callers to a drop-off or local office
could be transitioned (similar to the tsunami response line). Finally, itis recommended that the state
consider transferring other call lines and programs that complete the wraparound experience for a single

caller, most notably workforce and education programs that are within the defined scope.

Considering the mission of 211info, they have the capacity to offer a point of entry for the following state

programs functions, using different levels of service.

Functions

Information
and Referral

In-Depth
Services

System
Coordination

Health Care

X

Health Insurance

Public Health

Maternal & Child Health

P opa | e

Addictions

Disaster And Emergency

Corrections And Re-Entry

Military And Veterans

Energy Assistance

Rent Assistance

Shelter

Housing

Foreclosure

= B B - =

Elder Abuse

Early Childhood Education

T I B B -] B - - - - A - -

>

Supplemental Nutrition Assistance Program

Benefits of Recommendation

- Caller Benefits

For the caller, the benefits outweigh any cost he or she might have associated with the referral. By

consolidating program numbers into one single point of entry, with highly skilled customer service staff,

the caller is offered wrap around services that they might not receive with a single program or person, who

is an expert in their subject matter.

12
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Complex issues need to be addressed holistically, the benefits of statewide wrap-around services for the
caller would address not just a single question or resolve a single issue, but callers will understand the full
spectrum of services and assistance they have available to them. '

Government Benefits

For the government, there are two benefits. The cost of maintaining call numbers can be minimized and
that money can be allocated to other program areas (unless it needs to be allocated to 211info since they
will have increased costs). The other benefit is when an organization like 211info can go through the
vetting process, this could decrease the work load of state program staff who can now redirect their focus

onto a more critical component of their job.

13
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