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1.  Purpose

The VIA-LINK 2-1-1 pilot program is program to build on the VIA-LINK infrastructure for crisis counseling and information and referral services and to make them more accessible to all potential users through the use of the simple three digit telephone number 211. 
2.  Discussion of VIA LINK (Establishment of 2-1-1 technology, what is there)

· VIA LINK has 28 years of experience providing telephone crisis counseling and information and referral services in the New Orleans area.
· In July 2000, the Federal Communications Commission passed legislation designating 2-1-1 as the national number for access to human services.

· VIA LINK petitioned the Louisiana Public Service Commission and was granted a license as a 2-1-1 provider, effective April 2001. The 2-1-1 service thus became an addition to VIA LINK’s 24 hour, 7 days a week Call Center service (Crisis Line and I&R) that was already receiving 70,000 calls a year.

· During the 90-day period allowed for the 2-1-1 service to be initiated in VIA LINK’s service area, VIA LINK worked closely with BellSouth to arrange for the implementation of area telephone system changes necessary to activate the 2-1-1 service. 

· To facilitate the 2-1-1 service, BellSouth petitioned the Louisiana Public Service Commission for a new Tariff for N-11 numbers. This Tariff reduced the rates and charges for N-11 numbers.

· The 2-1-1 service was activated on June 29, 2001 at VIA LINK to serve 9 parishes of southeast Louisiana, in the New Orleans area.

· A capacity building plan began, expanding the Call Center, purchasing and installing state-of-the-art telephone and database information technology, and ongoing onsite technology application development and design.

· The 24-hour Call Center computer work-stations were redesigned and increased to ten.

· The new customized telephone system “aka” Customer Interaction Center (CIC I-3) runs on a PRI-(T 1) line capable of handling 23 incoming/outgoing lines and is easily expandable to meet emerging community needs.  More PRI lines can be added to the I-3 software based system.  I-3 provides skills based routing of calls and produces detailed statistical reports.

· The new customized internet-based software database system, Service Point, uses national Alliance of Information and Referral (AIRS) taxonomy, stores and provides easy access to comprehensive community resource information for large geographic areas and is easily expandable to meet emerging community needs. 

· An expanded 2-1-1 marketing campaign began in February 2003. 

· Staff expertise, community partnerships, sophisticated technology, accurate data, effective marketing & sustainable funding are all needed to successfully establish & 
maintain a 2-1-1 system. 

3. Status of 2-1-1 in the community
Statistics regarding 2-1-1 calls from St. Tammany from 10-1-03 through 1-31-03:  

(THIS SECTION TO BE COMPLETED BEFORE FINAL WRITTEN REPORT!!)

· VIA LINK has received the following number of 2-1-1 calls from St. Tammany:  18 in October, 38 in November, 20 in December, and 40 in January.

· Call volume statistics are determined by area code and city, specific to St Tammany Parish.

· Average wait time, overall, for the Call Center from 8am-7pm for

I & R, Crisis, Utility Assistance (THESE TO BE DETERMINED)

· St. Tammany web site hits (TO BE DETERMINED)

· There are 147 community resources in the VIA LINK Community Resource Directory that list St. Tammany as their service area.

· Other

Top 10 St. Tammany Community needs 

1) Emotional Mental Health/Substance Abuse Treatment 

2) Rent

3) Utilities

4) Mortgage (foreclosures)

5) Physical Therapy: wheel chairs, ramps, lifts, vans, hearing aids, etc

6) Home repairs


7) Food and special diets

8) Furniture: beds, sofas, chest of drawers, etc

9) Prescription medicine

10) Clothing, toys, grocery store certificates

11) Transportation (for addictive disorders, substance abuse, etc. treatment)

Top 10 St. Tammany Resources to meet the above community needs

1) Region IX Office of Mental Health, Lurline Smith MHC 

2) Region IX Office of Addictive Disorders, Northlake OAD 

3) Citizens with Disabilities 

4) St. Tammany Parish Community Action Agency 

1) Community Christian Concern 

2) Caring Center of Slidell 

3) Catholic Charities 

4) GNO Federation of Churches 

5) St. Tammany Council On Aging 

6) Office of Community Services, Covington 

St Tammany listings in the Community Resource Directory:  

· St. Tammany Community Resource Directory updates by VIAI LINK will be completed in one month. 

· A list of 147 St. Tammany community resources was pulled from the Community Resource Directory and sent via e-mail to a member of the subgroup of the Social Service Advisory Committee. This list will be used by the committee to create a comprehensive plan for delivery of community resources in St. Tammany Parish and will fold into their 2025 Parish Plan.

· For CRD additions and upgrades contact VIA LINK’s Director of Information Technology Systems

· For technical glitches in 2-1-1 use, etc., call the Director of Information & Crisis Services or the Director of Development & Marketing

· John Tobin, Social Services Coordinator for St. Tammany Parish has been a critical communication link throughout the Pilot Project

· For-Profit organization criteria for participation is still in development. In the past, For-Profits were listed in a separate section in the back of the printed Community Resource Directory. (TO BE FINALIZED)
St. Tammany Meetings to be regularly attended by VIA LINK staff:

· St. Tammany Parish Social Service Advisory Committee, 3rd Thursday each month. 

· St. Tammany Commission on Families, 2nd Tuesday month, 10-12noon, at OCS, Holiday Drive

4. Actions required preparing community for 2-1-1


a. AGENCY AWARENESS

Primary Goal: The primary goal is to make St. Tammany Parish area socials services agencies aware of the VIA-LINK 2-1-1 service. Awareness is critical due to the following factors:

(1)  Service Data: VIA-LINK needs to have sufficient data of available resources for social services needs on the St. Tammany Parish. Therefore a goal is to encourage the local agencies to register their agencies services on-line on the VIA-LINK website. Agencies already listed with VIA-LINK are encouraged to update their services.

(2) Website Community Resource Directory: VIA-LINK needs to make local agencies aware of their website which provides a databank directory of agencies and their services. By making this on-line databank of services available to agencies, time and valuable resources would not have to be allocated by agencies in the development of various community resource directories.

(3)  Registration Form: VIA-LINK needs to anticipate that some agencies do not have access to the internet in order to register their agency services. Therefore, there is a need to develop a paper registration form to allow agencies to complete and mail to VIALINK. There is also a need to develop a form to allow agencies to update their service information.

(4)   Promotional Materials: VIA-LINK needs to provide promotional collaterals to facilitate agency awareness. 

(5)  On-Line Registration Instruction Sheet: VIA-LINK needs to develop a document that provides step-by-step instructions on how to register on-line.

Secondary Goal: Determine the critical services needed for the St. Tammany Parish and ensure that there are resources on the St. Tammany Parish to meet these needs.

Plan to accomplish goals:

Primary Goal

(1)  Service Data and Website Community Resource Directory: The team collected various local community resources directory. VIA-LINK made sure that the agency information was included in the website community resource directory. St. Tammany Parish Government Social Services Coordinator implemented various social service agency awareness activities. Many of these activities are on-going. They include:

a. Monthly mass fax of social services activities in the area. The faxes also encouraged area agencies to register or update their information on the VIA-LINK website. The faxes were distributed to over 180 contacts who are affiliated with 150 or more agencies in the St. Tammany Parish. 

b.  Flyers were also mass faxed which promoted the 211service on the St. Tammany Parish.


c. Attendance at area St. Tammany Parish social services commission meetings to promote the 2-1-1service.  VIA-LINK Director of Marketing and Development also attended many of these meetings. Promotional materials were distributed to attendees. 

d. Meeting with key contact at Community Action Agency (CCA). CCA is the St. Tammany Parish Government social service agency. VIA-LINK management also attended this meeting. The 2-1-1service was promoted to CCA and CCA made a commitment to inform VIA-LINK when new funding became available to allow CCA to provide additional services or when funding was no longer available for existing services.

(2)  VIA-LINK developed registration forms to assist agencies and formal programs of    agencies to complete. The form can then be mailed or faxed back to VIA-LINK. 

 (3)  Promotional Materials: VIA-LINK developed posters, tri-fold brochures and business cards to be used to promote the services of VIA-LINK including the 2-1-1 service. The collateral materials have been distributed during agency awareness activities.

(4)  On-Line Registration Instruction Sheet: The team met to brain-storm the development of the instruction sheet. Based on these ideas, VIA-LINK developed a flyer that provides detailed instruction to agencies on how to register and update their services in the on-line Community Resource Directory. The flyer has been distributed during agency awareness activities.

Secondary Goal

VIA-LINK analyzed call data and determined the top 10 critical services requested by 211 service clients. Area services registered in the databank were analyzed it is determined that these critical needs could be provided by existing registered agencies.


b. Public Awareness
The use of the telephone dialing code 2-1-1 is a totally new concept for all people, whether they are government agencies and other interested parties trying to help provide social services or people trying to obtain social services.
In developing the Pilot Program, it was necessary to recognize the potential area of usage in relation to the entire United States due to the interdependence of all United Way Agencies.  
Where is 2-1-1 operational in one form or another in the United States of America?  This map gives some depiction.
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New Orleans and the VIA-LINK area are a subset of the Louisiana.  This map of Louisiana shows the supported area within the state and the VIA-Link area with within the state.  The nine parish VIA-LINK support area is highlighted in yellow.  The VIA-LINK center is in New Orleans and the supported population essentially surrounds it. 
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VIA-LINK 2-1-1 has an established infrastructure and approval from the Federal Communications Commission for its 2-1-1 for operation in Orleans and surrounding eight parishes.  This was a key first step before going forward to start advertising the service to the community.

How than to get government and the people in need to start accessing it and using its excellent capabilities.  
The steps taken in this pilot program development was to bring into the planning and working fold useful agencies and people that could facilitate the process.  It is necessary that each of these people and agencies should have a vested interest in promulgating the use of the 2-2-1 telephone code.  One of the terms we didn’t want to hear and let influence our actions were: “we don’t have the resources now, so we should go slowly until we have the resources”.  This negative tone message would have unduly influence our actions and were the program needed to go.  Due to the value of the 2-1-1 systems, waiting was not an option we choose to accept.  The decision was logical “let the demand drive the system implementation.”
Once the working group commenced the action and started formulating the pilot program thinking, we determined it necessary to do three things.

· Start bringing in the news media with the intent of initially getting their support and using them as a means of support.
· Meet with public officials what would have a vested interest in making 2-1-1 work.
· Develop a means of getting the information to the public on a continuous basis until it became an ingrained number for social services, similar to 9-1-1 for emergencies
(1)   The initial approach to the print media was very positive.  As they are continuously involved with the 9-1-1 code for everyday life and death emergencies, they clearly recognized the need of a similar telephone code for the social service type emergency.  Since starting the pilot program development they have been involved.    They have attended one of our team working meetings and in-process status briefing. Out of these they have written two excellent news articles.  The third set of articles was the result of a major news conference on VIA-LINK 2-1-1 hosted by the Parish President.
(3) (2)   Bringing in the Government officials is center to the program success.  It must be recognized that the source of funding is key to both short and long term success of the program.  Early in the development process the team met with and briefed the Parish President.  His enthusiasm for the project, his thoughts, encouragements and offer of help in obtaining funding were encouraging.
Approximately 1/2 way through the pilot program, the Parish President invited the team to give him an update status briefing.  He then decided to make the briefing a news conference.  He invited in the print and television news media to hear the briefing and to asked questions.  His support at the briefing and comments to the news media was substantial to efforts to get the telephone code 2-1-1 recognized in ST. Tammany Parish and throughout the VIA-LINK 2-1-1 area.
(4) The predominant means of getting word to people in need of social services is television media.  Recognizing this, we worked with the Charter Cable, the primary television service for St. Tammany, Washington and Tangipahoa Parishes to develop a public service announcement. Using Charter Media technical personnel and resources and Via-LINK staff and volunteers an effective 30 second long public service announcement was produced.
The public service announcement is designed to deliver situational messages of people in need and the means to help resolve them by calling 2-1-1.  The situations are peculiar to the intended audience in the nine parishes in the greater New Orleans.  The PSA is designed for quick and easy editing for other areas.  This can be accomplished by changing out a picture or two and the situational message.
The Public Service Announcement airing was commenced. In late February 2003  Due to the excellent working support with Charter, they auto-linked the PSA into COX Cable in New Orleans thus ensuring maximum benefit for all the VIA-LINK support area throughout the nine parishes.
5. Develop Resource Requirements (prioritized, with estimated $ amounts)


    (TO BE FINALIZED)

	CATEGORY
	DESCRIPTION
	AMOUNT
	TOTAL

	Call Center
	FTE Counselors (salary + benefits)
	5 x $23,000
	$115,000

	
	PT Call Center Supervisor, after hrs
	1 x $1,500
	$15,000

	
	Station Licenses
	2 x $2,500
	$5,000

	
	Computers
	7 x $1,000
	$7,000

	
	Headsets & related equipment
	
	$1,000

	Subtotal
	$143,000

	Job Development
	Information Manager, upgrade
	
	$15,000

	
	Directory Assistant, part time
	
	$15,000

	Subtotal
	$30,000

	Web Site 
	Hosting
	
	$600

	
	Design
	
	?

	Subtotal
	$600

	Software
	Paint Shop Pro
	1 x $40
	$40

	
	XP Pro 
	14 x $150
	$2,100

	
	Word, Excel, Access
	6 x $200
	$1,200

	
	Antivirus
	1 x $1,500
	$1,500

	
	Adobe
	1 x $900
	$900

	Subtotal
	$5,740

	Hardware
	DVD Rewritable
	1 x $500
	$500

	
	Phone System, Lease Purchase
	Balance due
	$90,000

	
	Battery to ensure uninterrupted power 
	
	$1,000

	
	Hub, network capacity & cables
	
	$250

	Subtotal
	$90,500

	TOTAL
	$269,840


In addition:

· Volunteer counselors are needed to help answer the increased call volume from St. Tammany to 2-1-1 once the PSA begins to be aired in late February 2003.

· 2-1-1 needs to be operational with all Cell Phone Companies, Other Phone Companies & Pay Phones ASAP.
6.  Summary Action List to Commence a 2-1-1 Community Resource Service
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Get Connected. Get Answers.
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