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Get Connected. Get Answers.

Simple, Quick Link — Barometer of Need — Partner in Disaster Response

2-1-1 helps people in need connect to the resources that can
address their health and human services issues
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Note: The Maryland Health & Human Services Referral Board (HHSRB) is submitting this report
in accordance with MD Health-General Code Ann. § 24-1201 (2011), which requires annual
reporting on the 2-1-1 system’s activities. The law charges the HHSRB to make
recommendations to strengthen the performance of Maryland’s 2-1-1 system and maintain
public information available from state health & human services agencies (see Appendices A for
statute & C for Board roster).

This report describes performance and operations of 2-1-1 Maryland and discusses their needs
to provide further service to Maryland.
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Executive Summary

2-1-1is Maryland’s toll-free number that links Maryland residents to health and human services. Part of
a national network, 2-1-1- simplifies access to help. When Maryland residents call 2-1-1, they reach one
of four Maryland-based call centers specialized in connecting callers to resources. The 2-1-1 service in
Maryland is a unique private-public partnership that operates 24/7 and can respond to callers in 150+
languages. 2-1-1 Maryland answers over 300,000 calls a year.

The 2-1-1 Maryland system serves two other vital functions. During statewide emergencies, 2-1-1
Maryland supports State and County emergency response systems by providing rumor-controlled
information and by assisting callers with non-emergency needs. In addition, 2-1-1 Maryland reports on
trends in need, based on the nature of the inquiries it receives from its calls.

Over the past eight years, 2-1-1 Maryland has matured as a system, and become an important partner
to State and local agencies, with bipartisan support from gubernatorial administrations and the
Maryland General Assembly. In 2010, the State of Maryland made 2-1-1 its official help number
through legislation and required that State health and human service agencies initiating public access
lines first seek to partner with 2-1-1.

2-1-1 Maryland is at a pivotal juncture. It has enormous potential to assist Marylanders. It can help
the State government streamline access to services and achieve greater efficiencies. At this time,
however, the 2-1-1 system is facing some significant challenges:

e Lack of capacity. The volume of calls received by 2-1-1 is growing: between FY 2013 and FY
2014 grew by 7%, with the top needs being utility assistance, food, housing, emergency shelter
and eviction assistance.

e Asignificant pent-up demand. 2-1-1 Maryland does not regularly market its service. When it
does, however, education and outreach generate significant call increases. This year, a
campaign in low-income Baltimore City neighborhoods brought a surge in calls to the local 2-1-1
call center —a 23% increase for the three months ending 3/31/14, compared to the same period
the previous year. These statistics indicate pent-up demand, but 2-1-1 has not been able to
add capacity. As call volume rose, callers waited longer or gave up. The 2-1-1 system must
increase capacity at the same time it increases public awareness of the service.

e More investment needed by the State of Maryland. For the past three years, the State’s
dedicated funding for 2-1-1 has been $363K - $375K annually, supporting call center staffing
and a state coordinator. To sustain the service, the call centers have borne the lion’s share of
costs, providing all the additional staff, facilities and services totaling more than S2M
annually.

e Streamlining of State procurement. 2-1-1 Maryland, Inc., the 2-1-1 system’s administrative
office, was created as an independent nonprofit with strong State ties, enabling it to leverage
public and private funding, lessening the burden on any single entity. 2-1-1 Maryland’s
nonprofit status, however, presents procurement challenges for State agencies seeking to
contract with it. Legislative action may be needed to resolve this issue.

As State leaders seek greater efficiency, consolidating/converting some of the State’s 10-digit help lines

to 2-1-1 would reduce State costs and expand citizen access to service. The HHSRB proposes that 2-1-1
Maryland expand its visibility and accessibility; strengthen the system’s infrastructure and integration to

Page 4 of 20



respond to the resulting growth in call volume and increase call handling capacity so that all calls
receive a professional, effective and timely response.

To achieve these goals, 2-1-1 Maryland is poised to request $1.8 million in State support. The Health
& Human Services Referral Board (HHSRB) supports this request - a small investment, yielding
significant dividends for State government.

The requested annual $1.8 million State investment would fund four interconnected objectives:

A. Increased capacity to answer and refer health and human service calls on behalf of Maryland
State, county and local agencies — 65% of the funding.

B. Improved efficiency of the 2-1-1 system by strengthening the resource database, which
determines both the speed and quality of responses call centers give to callers - 15% of the
funding

C. Continuous quality improvement for the 2-1-1 Maryland system - 10% of the funding

D. Better reliability, survivability and accessibility of the 2-1-1 Maryland service through improved
technology and process improvements — 10% of the funding

2-1-1 Maryland has begun to achieve the vision of the network of private non-profits, public agencies
and concerned citizens who designed it, beginning over ten years ago. It has proven its effectiveness in
providing a user-friendly way to help solve the problems of Maryland’s most vulnerable residents.

The HHSRB believes, however that the full potential of 2-1-1’s service, has not yet been realized. With
adequate funding 2-1-1 Maryland can reduce State agency costs, eliminate redundancies, improve
problem solving for callers, measure needs and assure that 2-1-1 Maryland keeps pace with 2-1-1
services in neighboring states and the rest of the United States.
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l. Introduction

2-1-1is a three-digit, toll-free number available throughout the United States and parts of Canada. By
dialing 2-1-1, callers connect to one of four Maryland-based call centers specialized in helping them gain
access to health and human service resources 24/7 in more than 150 languages. In addition, 2-1-1
provides reports on callers’ issues and emerging trends, serving as a barometer of need. During
emergencies and disasters, 2-1-1 assists callers by providing up-to-date, rumor-controlled information,
and connecting them with non-emergency resources, such as shelter and food.

Maryland made 2-1-1 its official help number with the passage of SB 527 in 2010 and required that
State health and human service entities that wished to offer public access lines should first seek to
work with 2-1-1.

The 2-1-1 Maryland system today consists of a small state administrative office (“2-1-1 Maryland, Inc.”)
and geographically disbursed regional call centers, each operated by a nonprofit organization. 2-1-1
Maryland, Inc. coordinates services of the call centers, manages statewide contracts, markets and
publicizes the 2-1-1 service and strengthens operations through a quality assurance program. 2-1-1
Maryland, Inc. also manages the system’s web site: www.211maryland.org. The call centers include (for
a listing of the jurisdictions each center serves, see Appendix B):

Central Maryland: 2-1-1 Maryland at United Way of Central Maryland in Baltimore
Eastern Shore: Life Crisis Center, Inc. in Salisbury

Southern Maryland and the Capital Region: Community Crisis Services, Inc. in Hyattsville
Western Maryland: Mental Health Association of Frederick County in Frederick

Maryland’s 2-1-1 system began developing in 2001 with a vision that “Because of 2-1-1 Maryland, it will
be easy to access information about health and human services and critical incidents.” That vision is
slowly becoming a reality as the system has proven that it works efficiently and effectively. However,
use of 2-1-1 can and should be expanded across Maryland, especially at a time when State government
is seeking greater efficiencies. The 2-1-1 Maryland system is at a pivotal juncture, ready to do much
more for the State and the public, but needs the State’s support, in addition to its existing private and
public support, to fulfill its promise as outlined in Maryland law.

Il. 2-1-1 Maryland Ready to Grow

Performance and Operations

Over the past eight years, 2-1-1 Maryland has become an indispensable system with bi-partisan support
of the Ehrlich and O’Malley administrations, the Maryland General Assembly and State agencies. It has
a proven track record, answering over 300,000 calls a year. It gives the public quick direction to resolve
their health and human service issues right in their local area without having to navigate the existing
maze of more than 1,000 toll-free “help” numbers in Maryland. It has been a valued partner to State
agencies: Department of Health & Mental Hygiene (DHMH), Department of Human Resources (DHR),
Department of Housing & Community Development (DHCD), Department of Juvenile Services and
Maryland Emergency Management Agency (MEMA).

Page 6 of 20


http://www.211maryland.org/

2-1-1 calls come to four centers around the State where professional, trained staff is available 24/7/365
with access to interpreters to assist in over 150 languages. Callers are referred directly to nonprofits or
State or local agencies in their areas that can directly help with myriad services ranging from utility

assistance, eviction prevention, housing, food, mental health and tax preparation to many other health

and human services. These calls

would otherwise go to public
agencies or the public would be
without help.

See Charton p. 8
Callers’ Needs

Between FY 2013 and FY 2014, 2-1-1
Maryland saw an increase in calls
about emergency shelter, health
care, food, housing, and utility
assistance. While the number of calls
requesting general financial
assistance is relatively small, it
increased 102% from FY 2013.

Problems/Needs
Financial Assistance [®
Emergency Shelter ™
Health Care Concerns [
Food ™
Individual, Community, and Family...
Housing Assistance [
Mental Health | —
Utility Assistance [ —
10,000 20,000 30,000 40,000 50,000 60,000 70,000 80,000
EFY 14 mFY13

Utility assistance calls also significantly increased, partially because one of the centers acquired a new
contract to respond to these calls, but all centers had significantly higher utility assistance calls. The
increase in calls for individual, community, and family support reflect a higher need for general

information and referral.

Top unmet needs were: utility assistance, food (specifically food pantries), and housing, which includes
rental assistance, emergency shelter, and eviction assistance. They are most acute in the central region.

Call Volume, Gender & Distribution

In FY 2014, the 2-1-1 Maryland system
answered 292,924 calls, a 7% increase over FY
2013. These call totals include all calls
answered by call center specialists, including
those that come in on other hotlines managed
by the call centers, and funded by various
entities.

2-1-1 callers are largely female (by 3:1) and a
majority is African-American. Geographic
distribution of calls is consistent with
population patterns in Maryland, with the
greatest volume coming from larger
jurisdictions. The data reveals, however, that
call volume tends to be higher in the call
center’s home jurisdictions.

A Veteran Calls 2-1-1
A veteran contacte@-1-1, feeling lost as he was facing
eviction and a utility bill that he was unable to pay. In
addition to his financial problems, he was diagnosed with
PTSD and fehe needed additional support in finding
mental health help.

The2-1-1 call specialist coached him through the eviction
and utility process, and referred him to mental health
NBaz2dNODSaz AyOfdzRAy3 51 al Qa
Veterans program. Updollow up, the veteran said that

his whole life had changed since he caledl. He

received help from almost every place he was referred t

no longer in danger of losing his home, and is up to date

his utility bill.
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FY 2014 Phone and Database Information
July 1, 2013 through June 30, 2014

Answered Y 230,124

336,084 . 799

/
e * 292,924 e 43,160
nswered Calls g oendone

e 87% 13%
"« 167,598 N\

) 3,242

. 50% s 1%
Problems/Needs Identified @ 141 898 @ 5 26
Utility Assistance 74,258
Mental Health 76% =

35,010

Housing Assistance 22807

20,708
17,371

Indiv, Comm, Fam Programs
Food

Tax Info and Prep. Asst.

@ 2,976
Other Asian
:373 2%

Black or
African-
American White
53% 37%

*
Calls by Jurisdiction

12,846
Health Care Concerns 11,468
Emergency Shelter 11,361
Legal and Public Safety % 5907
Other % 5737
Suicide and Crisis 4517
Financial Assistance 3443
Substance Abuse 1,729
Employment 1540
Transportation 1,294
Domestic Violence & Support 841
Allegany 972 0.5% Charles
Anne Arundel 5,368 2.7% Dorchester
Baltimore 21,534 10.8% Frederick
Baltimore City 56,187 28.3% Garrett
Calvert 455 0.2% Harford
Caroline 624 0.3% Howard
Carroll 1,370 0.7% Kent
Cecil 1,452 0.7% Montgomery*

891 0.4% Prince George's 75,997 38.2%
583 0.3% Queen Anne's 423 0.2%
8,938 4.5% Saint Mary's 258 0.1%
123 0.1% Somerset 442 0.2%
2,845 1.4% Talbot 304 0.2%
3,490 1.8% Washington 1,165 0.6%
349 0.2% Wicomico 4,087 2.1%
8,716 4.4% Worcester 2,302 1.2%

Mental Health Association of Frederick County (*includes Montgomery County north of Barnesville)

United Way of Central Maryland

Community Crisis Services, Inc. (*includes Montgomery County south of Barnesville)

Life Crisis Center

*Calls by Jurisdiction are less than total calls as some callers do not provide their location.
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Increasing Visibility and Capacity

2-1-1 Maryland and its supporters increased public education and outreach activities in FY 2014:

e 2-1-1 Maryland conducted targeted marketing and outreach in Baltimore, Washington
County, Eastern Shore and southern Maryland, and acquired more social media followers.

e 2-1-1 Maryland, Inc. executed a Memorandum of Understanding with MEMA defining 2-1-1
Maryland'’s role during statewide emergencies.

e 2-1-1 Maryland, Inc. worked to establish or strengthen relationships with nine State
agencies throughout the year.

e Radio and TV ads on Washington and Baltimore stations encouraged listeners to call 2-1-1
for help with enrolling for health insurance.

e On Maryland Day, United Way of Central Maryland’s Women’s’ Leadership Council provided
one-on-one educational meetings about 2-1-1 with members of Maryland’s General

Assembly.
These efforts generated a significant increase in calls. A 2-1-1 Maryland
marketing campaign by United Way of Central Maryland Trends in Call Volume FY 2013- FY 2014
in low-income Baltimore City neighborhoods brought a E 500,000
surge to its 2-1-1 call center in Baltimore —a 23% g
increase for the three months ending March 31, 2014, o 300,000 22763:315593 ;32’1962(2
compared to the same period the previous year. ?E 100,000 : :
= FY 2013 FY 2014
These statistics indicate pent-up demand, but 2-1-1 E Calls Answered Abandoned Calls

Maryland has not been able to add capacity. As call

volume rose, callers waited longer and more of them

gave up (see chart for relationship between rising volume and abandoned calls). The abandoned call
rate rose from 9% in FY 2013 to 13% in FY 2014, exceeding 2-1-1 Maryland’s quality 10% benchmark. To
respond effectively to the demand, 2-1-1 Maryland must have greater capacity, which would come from
increased staffing and technology improvements.

Improvements to the Resource Database

The 2-1-1 resource database is the system’s backbone. The quality of referrals depends on its accuracy
and comprehensiveness, including current entries for services and resources covering all Maryland
jurisdictions, and how easily call specialists can conduct searches in the database.

2-1-1 Maryland is fortunate to have resource specialists at each call center committed to maintaining a
high quality resource database. As of June 30, 2014, it contained 4,661 resources. The specialists
nearly completed a yearlong project to overhaul the database’s taxonomy or classification schema;
eliminating duplicative or obsolete terms - a 78% reduction. When the next phase is complete, the
centers will be using the same taxonomy for all services, which will generate more consistent, efficient
searches. To assure that the resource database remains current and accurate, 2-1-1 Maryland needs
dedicated funding for the resource specialists as 2-1-1 Maryland cannot simply continue to rely on the
goodwill of the four nonprofit organizations who serve as call centers to fund these positions by
themselves.
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Continuous Quality Improvement

Mystery calling is a technique call centers use to measure quality and identify issues for improvement.
In 2014, a mystery project conducted with 92 calls indicated the 2-1-1 Maryland system is providing
good service and able to assist most callers with resources for their needs. The mystery callers rated
most calls “successful” or “very successful.” The resulting data showed a very high correlation between
very successful calls and those in which call specialists took time to build rapport with the caller. Each
call center received feedback to guide improvements. 2-1-1 Maryland needs to expand mystery calling
for quality assurance, but performance must be measured consistently and regularly, requiring
additional funding.

IM

Existing Partnerships and Basic Funding
In FY 2014, 2-1-1 Maryland:

e Continued to receive a grant from Maryland Department of Health & Mental Hygiene to provide
call center services for persons needing access to health and community resources.

e Negotiated a MOU with the
Maryland Department of Juvenile
Services for funding to provide hot

line services for juveniles in its care. An Elderly Woman Calls 2-1-1

Youth use the hotline to report

assaults within the Department’s An elderly woman facing eviction contacted 2-1-1

facilities, in accordance with the Maryland in the evening. In the course of the

Prison Rape Elimination Act of conversation, the caller revealed that she had trouble

2003. expressing her needs and had no family, neighbors, or
friends to help her. She needed transportation, lower

e Partnered with Maryland Citizens cost housing, and help paying for her prescriptions.

Health Initiative (MCHI) that funded O_ver the next eight days_, the spfacialist followed up
with the caller, who was increasingly upset about her
situation. She coordinated 3-way phone calls to
various agencies and assessed the caller for suicide
risk. The specialist kept track of whether the other
agencies had followed up with the caller, and made

sure that the caller did not get lost in the system, and
e Received United Way of Central got the help she needed.

Maryland (Constellation Energy
Donor) funding to support capacity for three of its call centers, and to expand outreach in
underserved jurisdictions.

2-1-1 Maryland to assistin a
publicity campaign to reach citizens
seeking access to the Maryland
Health Benefits Exchange.

In FY 2015, 2-1-1 Maryland received $375,000 in State funding. While that funding provides a basic level
of support, it is not sufficient to expand to meet the significant demonstrated need for 2-1-1 noted
earlier in this report.
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lll. Strengthening the State’s Financial and Legislative Support of 2-1-1

The State’s investment in 2-1-1 has ranged from $363,000 to $375,000 annually over the past three
years to support staffing (one FTE per center) and a state coordinator, while the call centers themselves
have provided all the additional staff, facilities and services to answer the calls. The call centers expend
more than $3 million annually, financing the system through a patchwork of funding sources. While the
four centers were willing to invest their own resources during 2-1-1’s pilot period of 2006 through 2010,
additional State resources committed to the 2-1-1 service are needed for future growth.

At a time when State leaders are seeking
greater efficiency, the ability to
consolidate/convert some of the State’s
existing 10-digit help lines over to the easy-
to-remember “2-1-1,” would not only drive
down costs, but also expand access to 24/7

Preventing Evictions

A woman called 2-1-1 looking for help paying her rent

and in 150+ languages — a feature few and electric bills. She had a turn-off notice from the
State agencies can offer. 2-1-1 Maryland power company and a threatening letter from her
is poised to request greater State support landlord regarding her rent. She had already tried to
in FY 2016 to create quality “expansion get help from her church and the Department of Social
through consolidation.” HHSRB supports Services. The call specialist connected her with
2-1-1’s request for additional funding and additional agencies that could help. When the
endorses it. specialist followed-up with her, the caller said she was
able to get help from one of the agencies and that she
The HHSRB also recognizes the wisdom of was now confident things would work out.

creating 2-1-1 Maryland, Inc. in the statute

as “an independent nonprofit with strong

state ties” as this has enabled the system to seek public and private funding which it will continue to do
— thereby lessening the burden on any single entity, including the State. However, 2-1-1’s status as a
nonprofit has been met with challenges as State agencies and others attempt to comply with the law,
which encourages State health and human service entities that wish to offer public access lines to work
with 2-1-1.

Existing procurement laws inhibit these entities from contracting easily with a nonprofit. The HHSRB

recommends that the State address this procurement issue so that the efficiencies intended by the law
are realized. The result will be that agencies, legislators, county executives and their staffs will be able
to provide better constituent service by relying on 2-1-1's 24/7 service, including its resource database.
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IV. Investing in Efficiency & Effectiveness in Maryland

The 2-1-1 Maryland system must take the next step to provide the public a permanent, more efficient,
cost-effective way to access services they require. A stronger 2-1-1 in Maryland will make a difference
for the Maryland State government and the public. According to 2-1-1 Maryland, State support in
expanding this service will:

e Save State agencies the time, staff and cost of providing answers on hotlines, 10-digit toll-
free numbers and other public access lines — many of which do not and/or cannot operate
24/7 in multiple languages and can sometimes only address one symptom of a larger
problem. 2-1-1 will free up State agencies from routing and processing phone calls so that
they can concentrate on their core missions. The result will be greater efficiency and cost
savings.

e Afford the public and service providers (agencies) greater efficiency in solving problems as
the information and referral specialists who handle the calls are professionals with social
work backgrounds or related education and skills. The specialists are trained to “ask the next
guestion” and get to the root of a caller’s issues.

e Support Maryland government in taking a giant step toward efficiency in serving the public,
revolutionizing access to help by simplifying it down to an easy-to-remember three-digit
number, 2-1-1, and eliminating existing redundancies where possible.

e Provide a way to measure trends in need, based on callers’ service and resource requests.

e Assure that development of the 2-1-1 Maryland system continues to keep pace with 2-1-1
services in neighboring states and in the rest of the country.

2-1-1 Maryland estimates the cost of improvements at $1.8 million annually, of which the annual budget
already provides $375,000. Essentially, an additional $1.4 million is being requested. This investment is
small for the service that will continue to be provided to a greater number of Marylanders and will mean
jobs in all areas of the state. 2-1-1 Maryland will be the preferred service as the law intended
providing callers more efficient responses and will provide the service less expensively than other
vendors - often headquartered out of state - that some State agencies currently use to answer similar
calls.

On the following page is how 2-1-1 Maryland proposes to use the $1.8 million for expansion and
improvement:
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The HHSRB is proposing the first step of a strategy for strengthening the 2-1-1 Maryland system to
become a visible, effective point of contact for callers with health and human services needs. The
strategy requires that 2-1-1 Maryland expand its visibility and accessibility; increase the infrastructure
and integration of the system so that the anticipated increased volume of calls can be answered
effectively; and increase the call handling capacity so that all calls are responded to on a professional
and effective basis. The requested annual investment by the State of $1.8 million will fund four
interconnected objectives:

A.

Increase the capacity of the 2-1-1 Maryland system to answer and refer health and human

service calls on behalf of Maryland State, county and local agencies — 65% of the funding.

The 2-1-1 Maryland system will begin responding to calls normally routed to State agency toll-free
numbers. It will identify health and human service toll-free numbers that provide information and
referral services, duplicative of 2-1-1, and transition them to 2-1-1 so calls will be answered
24/7/365 in over 150 languages. This will simplify public access to health and human services and
free-up State agencies from responding to misrouted phone calls so that they can concentrate on
their core missions. Similar efforts will be used to promote use of the 2-1-1 number for local
agencies that take referral calls for services they do not directly provide to the public.

The 2-1-1 system will expand targeted marketing and outreach to educate the public, local
government, agencies and the nonprofit sector about 2-1-1 especially in underserved rural areas on
the Eastern Shore, western Maryland and southern Maryland. The projected increase in calls of 65
percent, or 183,600 more calls per year, will require more staff in the four call centers. The system
will add staff as required to respond to increasing demand. The projected cost of marketing and
staff over 12-18 months will use about 65 percent of the requested increase in the budget.

As noted earlier in the report, even limited advertising unleashes pent-up demand for the service.
The statewide marketing/outreach campaign will include marketing through advertising and
outreach in jurisdictions where 2-1-1 Maryland has been less visible, with priority given to
communities with a higher proportion of residents living in poverty. 2-1-1 Maryland staff will also
meet with local agencies, County officials, Maryland State Delegates, Senators and their staffs,
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emphasizing 2-1-1 is a resource they can use to respond to inquiries from the public regarding
health and human services.

As the call volume increases, the system will add call center specialists. The HHSRB is assuming
2-1-1 Maryland will need one FTE per 10,800 calls, for a total estimate of 18 new FTEs, based on
national guidelines (Alliance for Information and Referral Services) and FY 2014 2-1-1 Maryland
system data.

2-1-1 Maryland Assists a Public Agency to Provide Better Customer Service

t NAYOS DS2NHSQ&a [/ 2dzyteé 5SLINIYSydGa 2F {20Al
assistance programs. In FY 2014, DSS determined it could provide better customer service and re
waiting times by entering into a contract with Commur@tysis Services, Inc. thd-A-call center serving
the County. -1 responds to eligibility questions, sends out applications, and helps customers nav
the process. It also tells callers what documents they need to submit with their applications.

DSS achieved several benefits by contracting the utility assistance callslto 2

e Significant decrease in dropped calls, reducing the need for repeat calls from customers.

e Customers had access to information 24/7/365.

e DSS staff previously assigned afiwere reassigned to intake, increasing the cases worked.

e All DSS staff experienced a reduction in calls to their desks, resulting in improved case proces:
timeliness.

e Applicants are better prepared to apply and come to DSS with the correct doiation, saving
them return trips.

e When people are not eligible for assistance through these prograt:g, éffers referrals to other
resources.

B. Improve efficiency of the 2-1-1 system whose service depends on the speed and quality of the
responses available to those who call for help - 15% of the funding

The quality of the 2-1-1 response depends on the breadth and depth of the database of resources
available in every town, county, agency and nonprofit in the state. 2-1-1 must maintain an updated
statewide resource database to provide quality service. This requires research in local jurisdictions
particularly in southern and western Maryland as well as the Eastern Shore. With support from the
State, 2-1-1 will consolidate resource databases operated by various State agencies into its existing
statewide resource database and update this information regularly.

C. Strengthen continuous quality improvement for 2-1-1 Maryland system - 10% of the funding
A strong continuous quality improvement system will improve 2-1-1’s ability to serve the public and
be an effective partner to the State of Maryland. Currently, the program follows up on 1% of

answered calls. It will expand to include:
o Double the follow-up of answered calls.
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e Independent auditing of the 2-1-1 Maryland service by a national contractor.
e Regular, systematic feedback from State agency partners.
e Implementation of on-going training based on quality improvement data.

The expanded program will result in improved call center service and strengthening of the resource
database. It will also enable 2-1-1 Maryland to make reports to the State on service systems that
appear to need more resources or to be unresponsive to the public.

D. Improve the reliability, survivability and accessibility of the 2-1-1 Maryland Service through
improved technology and process improvements — 10% of the funding

2-1-1 Maryland must assure that calls are answered promptly, that the system continues to operate
in times of emergency, and that it is responsive to new patterns of communication. 2-1-1 Maryland
must meet these challenges by upgrading its technology to:
e Purchase a call management system that allows geo-routing of calls to the proper call
center and shifting of calls from one center to another during power failures.
e Implement text and chat capability to accommodate clients as they move away from
traditional phone calls. Using these services will require new software and staff training.

V. Other Progress

The HHSRB has also reviewed 2-1-1 Maryland’s progress on other recommendations in our 2013 annual
report. The governance system of 2-1-1 Maryland Inc., was strengthened by movement toward an all-
volunteer board, eliminating all but two seats for call center representatives and adding three
community volunteer members who bring legal, technology and marketing experience. The HHSRB has
also been strengthened with the addition of a member of the House of Delegates who assisted 2-1-1°s
work with State agencies, and a telecommunications expert who provided valuable support in
investigating opportunities for creating efficiencies and improvements.

VI. Conclusion

The 2-1-1 Maryland system is a unique private-public partnership, which makes a difference for the
residents of Maryland who need help with basic human needs. Over the past few years, 2-1-1 Maryland
has proven its effectiveness. It is now ready to assist the State of Maryland to streamline access to
health and human services, reduce State costs, and simplify how Marylanders in need get assistance.
The Health and Human Services Referral Board believes that the State of Maryland has a unique
opportunity to improve services for its most vulnerable residents at a lower cost, by investing in the
2-1-1 Maryland system.
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Appendix A: 2-1-1 State Enabling Legislation

HEALTH — GENERAL
TITLE 24. MISCELLANEOUS PROVISIONS
SUBTITLE 12. HEALTH AND HUMAN SERVICES REFERRAL SYSTEM

Md. HEALTH-GENERAL Code Ann. § 24-1201 (2011)

§ 24-1201. Definitions
(a) Ingeneral. -- In this subtitle the following words have the meanings indicated.
(b) Board. -- "Board" means the Health and Human Services Referral Board.

(c) Health and Human Services Referral System. -- "Health and Human Services Referral System" means
telephone service that automatically connects an individual dialing the digits 2-1-1 to an established
information and referral answering point.

(d) 2-1-1.--"2-1-1" means the abbreviated dialing code assigned by the Federal Communications Commission
for consumer access to community information and referral services.

(e) 2-1-1 Maryland. -- "2-1-1 Maryland" means the Maryland Information Network, 2-1-1 Maryland, a
501(c)(3) corporation in the State.

(f) 2-1-1 Maryland call center. -- "2-1-1 Maryland call center" means a nonprofit agency or organization
designated by 2-1-1 Maryland to provide 2-1-1 services.

§ 24-1202. Purposes
(a) statement by General Assembly. -- The General Assembly:

(1) Recognizes the importance of a statewide information and referral system for health and human services;

(2) Recognizes that an integrated telephone system would provide a single source for information and referral
to health and human services, community preparedness, and crisis information and could be accessed toll
free from anywhere in Maryland, 24 hours a day, 365 days a year;

(3) Acknowledges that the three-digit number, 2-1-1, is a nationally recognized and applied telephone number
which may be used for information and referral and eliminates delays caused by lack of familiarity with
health and human service numbers and by understandable confusion in circumstances of crisis; and

(4) Recognizes a demonstrated need for an easy to remember, easy to use telephone number that will enable
individuals in need to be directed to available community resources.

(b) In general. -- The purposes of this subtitle are to:

(1) Establish the three-digit number, 2-1-1, as the primary information and referral telephone number for
health and human services in the State; and

(2) Establish a board to oversee the 2-1-1 Maryland call centers and the operation of a statewide Health and
Human Services Referral System in the State.

§ 24-1203. Approval of Maryland Call center
(a) Approval required. -- Except as provided in subsection (d) of this section, an agency or organization shall be
approved by 2-1-1 Maryland as a 2-1-1 Maryland call center in order to provide 2-1-1 services in the State.

(b) Limitation. -- No more than five call centers may be approved by 2-1-1 Maryland to provide 2-1-1 telephone
services in the State.
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Considerations. -- When approving a 2-1-1 service provider, 2-1-1 Maryland shall consider:

The ability of the proposed 2-1-1 service provider to meet the national 2-1-1 standards recommended by:
(i) The Alliance of Information and Referral Systems and adopted by the National 2-1-1 Collaborative; or
(i)  Anequivalent entity;

The financial stability of the proposed 2-1-1 service provider;

Any community support for the proposed 2-1-1 service provider;

Any experience that the proposed 2-1-1 service provider has with other information and referral services;

The degree to which the county in which the proposed call center is to be located has dedicated substantial
resources to the establishment of a single telephone source for non-emergency inquiries regarding county
services; and

Any other criteria that 2-1-1 Maryland considers appropriate.

Public access to information. -- If a unit of the State that provides health and human services establishes a
public information telephone line or hotline, the unit shall consult with 2-1-1 Maryland about using the 2-1-1
system to provide public access to information.

§ 24-1204. Health and Human Services Referral Board

(a)
(b)

Established. -- There is a Health and Human Services Referral Board in the Department of Health and Mental
Hygiene.
Composition. -- The Board shall consist of the following members:

(1) One member of the Senate of Maryland, appointed by the President of the Senate;

(2) One member of the House of Delegates, appointed by the Speaker of the House;

(3) The Secretary of Human Resources, or the Secretary's designee;

(4)  The Secretary of Health and Mental Hygiene, or the Secretary's designee;

(5)  The Secretary of Information Technology, or the Secretary's designee;

(6) The Secretary of Aging, or the Secretary's designee;

(7)  Arepresentative of the Office of Homeland Security, appointed by the Governor;

(8)  Arepresentative of 2-1-1 Maryland, Inc., appointed by the Board of Directors of 2-1-1 Maryland;

(9)  Arepresentative of each 2-1-1 Maryland call center, appointed by the call center;

(10)A representative of the Maryland Child Care Resource Network, appointed by the Governor;

(11) A representative of the Maryland State Association of United Ways, appointed by the Governor;  and

(12)Two members of the public with experience in telecommunications, appointed by the Governor.

()

Term. --
(1) The term of a member is 4 years.
(2) Atthe end of a term, a member continues to serve until a successor is appointed and qualifies.

(3) If avacancy occurs after a term has begun, a successor shall be appointed to represent the organization
or group in which the vacancy occurs.
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(4) A member who is appointed after a term has begun serves only for the rest of the term and until a
successor is appointed and qualifies.

(5) A member may not serve more than two consecutive full terms.

(d) Time and place of meetings. -- The Board shall determine the time and place of the meetings and may adopt

(e)

(f)

(g)

(h)
(i)

rules for the conduct of the meetings.

Quorum. -- A majority of the Board members constitutes a quorum for transacting business at any meeting
and action by a majority of Board members present at the meeting shall be an act of the Board.

Chair and vice chair. -- Each year, the Board shall elect from among the members:
(1) A chair and vice chair; and

(2) Any other officer the board requires.

Compensation and reimbursement for expenses. -- Each member of the Board:
(1) Serves without compensation; but

(2) Is entitled to reimbursement for expenses under the Standard State Travel Regulations, as provided in the
State budget.

The Maryland State Association of United Ways shall provide staff to the Board.

Diversity of members. -- The composition of the Board as to the race and gender of its members shall reflect
the composition of the population of the State.

§ 24-1205. Duties; reports

(a)

(b)

Duties. -- The Board shall:

(1) Maintain public information available from State agencies, programs, and departments that provide
health and human services;

(2) Support projects and activities that further the development of 2-1-1 Maryland;

(3) Examine and make recommendations to maximize the use of information technology in making 2-1-1
services available throughout the State; and

(4) Evaluate the performance of each 2-1-1 Maryland call center;

(5) Make recommendations to 2-1-1 Maryland regarding the quality of service provided by call centers or the
performance of call centers when issues related to service quality and performance are presented to the
Board;

(6) Make recommendations regarding corrective action to be taken by a call center, as appropriate; and
(7) Develop policies and procedures governing conflict of interest standards for Board members.

Reports. -- On or before December 31, 2005, and every year thereafter, the Board shall report to the Governor
and, subject to § 2-1246 of the State Government Article, to the General Assembly on the activities performed
under subsection (a) of this section.

§ 24-1206. Funding

Funding for the Board is subject to the availability of appropriated funds.
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Appendix B: Call Center Service Areas and How 2-1-1 Works

The service areas covered by each of 2-1-1 Maryland’s call centers are as follows:

Central Maryland: 2-1-1 Maryland at United Way of Central Maryland (Baltimore) serving
Baltimore City and Anne Arundel, Baltimore, Carroll, Harford and Howard counties

Eastern Shore: Life Crisis Center, Inc. (Salisbury) serving Caroline, Cecil, Dorchester, Kent, Queen
Anne's, Somerset, Talbot, Wicomico and Worcester counties

Southern Maryland and the Capital Region: Community Crisis Services, Inc. (Hyattsville) serving
Calvert, Charles, Montgomery (south of Barnesville), Prince George’s and St. Mary’s counties

Western Maryland: Mental Health Association of Frederick County (Frederick) serving Allegany,
Garrett, Frederick, Montgomery (north of Barnesville) and Washington counties

When an individual dials 2-1-1, his/her phone carrier routes the call to the call center serving the caller’s
location. Each call center specialist has access to an on-line resource database, with over 4,000 entries
of organizations, programs and resources that provide services in Maryland. The specialists seek to
provide at least three resource referrals, using the database.

As the call center specialists take calls, they
document details in the database. 2-1-1 Maryland,
Inc. uses this data to develop quarterly reports and
to analyze needs patterns in the state.

Each call center employs a resource specialist who
updates the portion of the resource database that
pertains to his/her call center’s service area. The
specialists update all the entries in the database at
least once a year, to assure that the resource
information is current.

The 2-1-1 Maryland system operates a Web site,
http://www.211md.org through which users can
access the 2-1-1 resource database directly. Users
may also email inquiries to 2-1-1 Maryland, Inc.
through the Web site.

Typical Calls to 2-1-1 Maryland
Thank you for calling 2-1-1. How may we help you?
Xt221Ay3 F2N az2YSentalSt LI

g2 NJ] X
XYSSR KStLI 6AGK NByGl f

X&d&SS1Ay3a KSELI gAGK LINB
XFLFEOAYy3 |+ dziaAft Ade a&aKdzis
Xt221Ay3 F2N OF YL Ay T2
Yy SSR& X

X002y OSNYy SR

XyYSSR ol oe@

We can help with that.
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http://www.211md.org/

Appendix C: Board Roster

Mary Louise Preis - Chair
United Way of Central Maryland 2-1-1 Call Center

Gloria Brown
Department of Human Resources

Delegate Bonnie Cullison
Maryland House of Delegates

Arna Griffith
Maryland Child Care Resource Network

M. Kate Hession
Governor’s Office of Homeland Security, MEMA

Bonnie Hudson
Department of Information Technology

Stephanie Hull
Department of Aging

Timothy Jansen
Community Crisis Services 2-1-1 Call Center

Patricia McHugh Lambert, Esq.
2-1-1 Maryland, Inc.

Roy Lancraft
Public Member w/ Telecommunications Experience

Martina A. Martin
Maryland State Association of United Ways

Kathleen Momme’
Life Crisis Center 2-1-1 Call Center

Josh Pedersen
Mental Health Association of Frederick County 2-1-1 Call Center

Richard A. Proctor
Department of Health and Mental Hygiene

Wayne Scott Schelle
Public Member w/ Telecommunications Experience

Administrative Support:
Jacqueline Anderson
Maryland State Association of United Ways

For more information, call Mary Louise Preis via MDD State Association of United Ways: 410-895-1476
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