
STATE OF CALIFORNIA EDMUND G. BROWN JR., Governor 

PUBLIC UTILITIES COMMISSION 
505 VAN NESS AVENUE 

SAN FRANCISCO, CA 94102-3298 

 

 
 
 

July 19, 2011         Agenda ID #10578 
          Quasi-Legislative 
 
 
 
TO PARTIES OF RECORD IN RULEMAKING 10-06-002 
 
This is the proposed decision of assigned Commissioner Florio.  It will not appear on 
the Commission’s agenda sooner than 30 days from the date it is mailed.  The 
Commission may act then, or it may postpone action until later. 
 
When the Commission acts on the proposed decision, it may adopt all or part of it as 
written, amend or modify it, or set it aside and prepare its own decision.  Only when 
the Commission acts does the decision become binding on the parties. 
 
Parties to the proceeding may file comments on the proposed decision as provided in 
Article 14 of the Commission’s Rules of Practice and Procedure (Rules), accessible on 
the Commission’s website at www.cpuc.ca.gov.  Pursuant to Rule 14.3, opening 
comments shall not exceed 15 pages.   
 
Comments must be filed pursuant to Rule 1.13 either electronically or in hard copy.  
Comments should be served on parties to this proceeding in accordance with Rules 1.9 
and 1.10.  Electronic and hard copies of comments should be sent to ALJ Wilson at 
smw@cpuc.ca.gov and the assigned Commissioner.  The current service list for this 
proceeding is available on the Commission’s website at www.cpuc.ca.gov. 
 
 
 
/s/  KAREN V. CLOPTON 
Karen V. Clopton, Chief 
Administrative Law Judge 
 
KVC:gd2 
 
Attachment 

 

F I L E D
07-19-11
01:29 PM



455950 - 1 - 

COM/MF1/gd2    DRAFT   Agenda ID #10578 
          Quasi-Legislative 
 
Decision PROPOSED DECISION OF COMMISSIONER FLORIO   
(Mailed 7/19/2011) 

 
BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA 
 
Order Instituting Rulemaking Regarding 
Whether to Allow Access to 211 Services in 
Counties and Localities Without 211 
Centers. 
 

 
Rulemaking 10-06-002 

(Filed June 3, 2010) 
 

 
 
DECISION GRANTING AUTHORITY TO PROVIDE EMERGENCY ACCESS TO  

211 SERVICES IN COUNTIES AND LOCALITIES WITHOUT EXISTING 211  
CENTERS AND TO APPOINT A 211 LEAD ENTITY  

 



R.10-06-002  COM/MF1/gd2  DRAFT 
 
 

 - i - 

Table of Contents 
 

Title  Page 
 

DECISION GRANTING AUTHORITY TO PROVIDE EMERGENCY ACCESS 
TO 211 SERVICES IN COUNTIES AND LOCALITIES WITHOUT  
EXISTING 211 CENTERS AND TO APPOINT A 211 LEAD ENTITY ............ 1 

1. Summary.................................................................................................................... 2 

2. Background................................................................................................................ 3 

2.1. Definition and Development of 211 Service ................................................ 3 
2.2. The Current Rulemaking ................................................................................ 4 

3. Procedural Matters ................................................................................................... 6 

4. How Current 211 Service Works............................................................................ 7 

5. Use of 211 Service During Recent Emergencies................................................... 9 

6. Need for a 211 Lead Entity.................................................................................... 10 

7. Provision of 211 Service During Emergencies to Residents of  
Unserved Counties and Localities ....................................................................... 10 

8. New Rules to Govern 211 Emergency Service ................................................... 12 

8.1. Comments on Draft Rules ............................................................................ 13 
8.2. Discussion ....................................................................................................... 17 

7.2.1. Lead Entity Rules................................................................................ 18 
7.2.2. Guidelines and Instructions .............................................................. 21 

9. Choice of a Lead Entity to Oversee the 211 Program........................................ 24 

10. Comments on Proposed Decision ........................................................................ 26 

11. Assignment of Proceeding .................................................................................... 26 

Findings of Fact ............................................................................................................. 26 

Conclusions of Law....................................................................................................... 30 

ORDER ........................................................................................................................... 31 

Attachment A –  Final Rules Governing Appointment of 211 Service Lead Entity, 
Duties of Lead Entity, and Oversight of Lead Entity 

Attachment B –  Final Guidelines for Commission Staff – Application Letter 
Review – 211 Emergency Service 

Attachment C –  Final Instructions to Applicant for 211 Emergency Service 
Attachment D –  Draft Rules and Instructions Governing 211 Emergency Service 

to Unserved Locales 
 



R.10-06-002  COM/MF1/gd2  DRAFT 
 
 

 - 2 - 

DECISION GRANTING AUTHORITY TO PROVIDE EMERGENCY ACCESS TO  
211 SERVICES IN COUNTIES AND LOCALITIES WITHOUT EXISTING 211  

CENTERS AND TO APPOINT A 211 LEAD ENTITY  
 

1. Summary 

By today’s decision, we authorize the provision of 211 emergency service 

to counties and localities that do not yet have regular 211 service, and we adopt 

regulatory policies and procedures to enable such provision.  Californians in 

these unserved areas will soon be able to obtain information during emergency 

periods about an emergency occurring in their immediate area by dialing 211.  

This decision also establishes rules regarding the duties of a 211 Lead Entity and 

the provision of 211 emergency service.  These rules also require potential 

providers of 211 service during an emergency to request authority to provide 

this service via an application letter submitted to the Commission’s 

Communications Division Director.  We appoint 2-1-1 California as the 211 Lead 

Entity for provision of 211 service in California (including both regular 211 

service provided pursuant to Decision 03-02-029, and 211 emergency service 

pursuant to today’s decision).   

Today’s decision does not alter any of the rules, guidelines, or instructions 

authorized in Decision 03-02-029 regarding the provision of regular 211 service. 
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2. Background 

2.1. Definition and Development of 211 Service 

Upon dialing 211, where 211 service is active, a caller is routed to a 211 call 

center,1 and then to an agency that can provide information concerning social 

services such as assistance with housing, utility bills, food, child care, senior 

services, counseling, job services, and other non-emergency situations not 

currently addressed by either 911 or 311 services.2 

On July 31, 2000, the Federal Communications Commission (FCC) issued 

its N11 Third Report and Order assigning the 211 dialing code as a national 

abbreviated dialing code to be used for access to community information and 

referral (I&R) providers.3  The FCC also noted the assignment of the 211 code to 

I&R providers satisfied the public interest standards for assignments of N11 

codes, recognized a great public need could be met through the implementation 

of a 211 dialing program, and encouraged States to implement 211 programs.4   

Furthermore, the FCC directed that “states will be allowed to continue to make 

local assignments that do not conflict with our national assignments.”5 

                                              
1  A 211 call center is the local or regional office in which information and referral 
(I&R) specialists (or 211 service providers) receive and respond to calls from the 
public, and provide information and referral to local  health and human services 
agencies and organizations.  
2  911 is called when someone wants to report a crime in progress or a fire, or 
requests an ambulance.  311 is called when non-emergency municipal services 
are required, such as removal of debris in the street, potholes, and non-working 
street lights. 
3  N11 Third Report and Order at Ordering Paragraph 52 (July 31, 2001). 
4  Id. at 21. 
5  Id. at 43. 
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On January 23, 2002, the Commission instituted Rulemaking (R.) 02-01-025 

to determine whether and how a 211 program would be implemented in 

California.  On February 13, 2003, the Commission issued Decision (D.) 03-02-

029, which adopted the regulatory policies, procedures, and guidelines needed to 

implement 211 dialing in California, in conformance with the FCC delegation of 

authority to the states. 

2.2. The Current Rulemaking 

2-1-1 California is a joint endeavor of California Association of 

Information and Referral Services6 and the United Way of California to 

implement 211 services across California.  In particular, 2-1-1 California works 

with local, state, and federal government agencies and legislators on solutions 

that will guarantee everyone in California is able to find help by calling 2-1-1.  

2-1-1 California has also worked closely with emergency service providers and 

the California Office of Emergency Services, especially in regard to statewide 

disaster preparedness.7   

                                              
6  Members include 211 service providers operating in California. 
7  See 2-1-1 California’s report Trial By Fire:  How 2-1-1’s Regional Response to the 2007 
Southern California Wildfires Underscored the Need for a Statewide Network at 6-7.  
http://www.211us.org/documents/211Wildfires.pdf  
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On February 4, 2010, pursuant to Public Utilities (Pub. Util.) Code § 1708.5 

and Rule 6.3 of the Rules of Practice and Procedure,8 2-1-1 California, filed its 

Petition of 2-1-1 California to Designate Lead Entity and to Enable Emergency Access to 

211 services in Counties and Localities without Existing 211 Centers (Petition).9   

In response to 2-1-1 California’s petition on June 3, 2010, the Commission 

issued its Order Instituting Rulemaking Regarding Whether to Allow Access to 211 

Services in Counties and Localities Without 211 Centers.10  No hearings were held in 

the current rulemaking, but two workshops were held, in which parties were 

able to voice their suggestions and concerns regarding the proposed revisions to 

the 211 program.  A complete record has been developed from the parties’ filing 

of comments, responses to requests from the assigned ALJ, and the transcripts 

from the two workshops.11  This record and D.03-02-029 provide the information 

set forth in Sections 3 and 4 below. 

This decision does not address the provision of 911 service.  911 service 

remains the number to call in life-threatening situations.  

                                              
8  All subsequent references to “Commission Rules” are to the Commission’s Rules of 
Practice and Procedure, Chapter 1, Division 1 of Title 20 of the California Code of 
Regulations.  The current version is available on the Commission’s website: 
http://docs.cpuc.ca.gov/published/RULES_PRAC_PROC/105138.htm. 
9  Section 1708.5 authorizes “interested persons to petition the commission to adopt, 
amend, or repeal a regulation.”  Pursuant to Pub. Util. Code § 1708.5, the Commission 
considers the petition and, within six months, either denies the petition or institutes a 
proceeding to adopt, repeal, or amend the regulation in question. 
10  Parties to this Rulemaking include 2-1-1 California, the Division of Ratepayer 
Advocates (DRA), AT&T, California Cable & Telecommunications Association (CCTA), 
Verizon Wireless, Caltel, and Access Humboldt.   
11  For details of the various comments and responses filed by the parties, see 
Sections 7 and 8 of this decision. 
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3. Procedural Matters 

Pursuant to the schedule set out in the Rulemaking and subsequent 

rulings by the assigned ALJ, Opening Comments on the issues and questions 

set out in Attachment D to the Rulemaking were filed on August 3, 2010 by  

2-1-1 California, Caltel, a group collectively identified as AT&T,12 a group 

collectively identified as Verizon Wireless,13 CCTA, and Verizon California, Inc.   

On September 14, 2010, a workshop was held by the Commission’s 

Communications Division, in which parties discussed ways to resolve the 

various issues raised in the Rulemaking.  On December 22, 2011, 2-1-1 California, 

CCTA, DRA, and AT&T filed comments on the Communications Division’s 

Workshop Report.  

On January 12, 2011, 2-1-1 California filed Motion of 2-1-1 California to 

Bifurcate Proceeding for Purposes of Expediting Designation of Lead Entity.  No 

responses were filed to this motion.  Since today decision resolves all issues 

presented in the Rulemaking, we deny 2-1-1 California’s motion as moot. 

                                              
12  Pacific Bell Telephone Company d/b/a AT&T California (U-1001-C); AT&T 
Communications of California, Inc. (U-5002-C); TCG San Francisco (U-5454-C); TCG Los 
Angeles, Inc. (U-5462-C); TCG San Diego (U-5389-C); New Cingular Wireless PCS, LLC 
(U-3060-C); Cagal Cellular Communications Corporation (U-3021-C); Santa Barbara 
Cellular Systems, Ltd. (U-3015-C); and Visalia Cellular Telephone Company (U-3014-C) 
d/b/a AT&T Mobility LLC. 
13  The following entities do  business as Verizon Wireless in California:  Cellco 
Partnership (U-3001-C), California RSA No. 4 Limited Partnership (U-3038-C), Fresno 
MSA Limited Partnership (U-3005-C), GTE Mobilnet of California Limited Partnership 
(U-3002-C), GTE Mobilnet of Santa Barbara Limited Partnership (U-3011-C), Los 
Angeles SMSA Limited Partnership (U-3003-C), Modoc RSA Limited Partnership (U-
3032-C), Sacramento Valley Limited Partnership (U-3004-C), Verizon Wireless (VAW) 
LLC (U-3029-C), and WWC License L.L.C. (U-3025-C). 
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A second workshop was held on March 22, 2011.  2-1-1 California, 

DRA, and AT&T filed workshop statements.  At this second workshop, the 

parties discussed specific revisions to the existing 211 program rules.  On 

April 11, 2011, the assigned ALJ issued a ”Draft 211 Emergency Rules” and 

requested comments,14 which were filed by 2-1-1 California, DRA, AT&T, and 

CCTA. 

4. How Current 211 Service Works 

In California, 211 is operated by private non-profit community-service 

organizations, local government, or local affiliates of the national organization of 

the United Way of America.  When an individual dials 211 (free of charge to the 

caller),15 a local exchange carrier (LEC) routes the call to the authorized 211 

provider in the service area of the caller.16  The 211 service provider then 

responds to requests from the caller regarding social services (see Section 2.1 

above).   

Pursuant to D.03-02-029, the Commission grants 211 service providers 

authority to provide 211 service and to purchase network telephone service that 

will enable them to receive calls from those who dial 211.  The prospective 211 

                                              
14  http://docs.cpuc.ca.gov/efile/RULINGS/133305.pdf. 
15  For example, in its opening comments to this rulemaking, Verizon Wireless stated 
that its wireless-customers are not charged an additional fee for a 211 call, but are only 
charged in accordance with the customer’s own calling plan. 
16  The 211 service provider purchases network telephone service from the LEC that 
enables the provider to receive calls from those persons dialing 211. A phone call is 
routed by the local exchange provider(s) to the 211 center designated for the calling 
party’s address.  For example, Person A dials 211 in Oakland, the call travels to an LEC 
exchange, and from there the call is connected to its destination, which is the local 211 
service provider’s call center. 
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service provider submits an application letter to the Commission’s Executive 

Director, and serves the application letter on all parties to R.02-01-025. 17  After 

the application letter is reviewed, the Commission issues a resolution either 

authorizing or denying the application.  Within 120 days of the application letter 

being submitted, the LEC that operates in the 211 service provider’s locale files 

an advice letter proposing tariffs or contracts applicable to the routing of the 

211 call.  The advice letter specifies the switch translation required to direct the 

number dialed (211) to the 8YY number that is the 211 service provider’s actual 

phone number.18  

Even though approximately 91% of California’s population already 

receives 211 service under the program approved in D.03-02-029, the 

Commission has approved 211 service in only 30 of California’s 58 counties.  

These remaining 28 unserved counties are primarily located in rural areas and 

are sparsely populated, primarily in Northern and Eastern California,19  and 

have an average unemployment rate of approximately 15%, much higher than 

the current state total of 11.7%.20    

                                              
17  See  D.03-02-029 at Ordering Paragraph 2. 
18  Id. at Ordering Paragraph 3. 
19  Currently unserved counties include Alpine, Amador, Butte, Calaveras, Colusa, Del 
Norte, El Dorado, Glenn, Humboldt, Inyo, Lake, Lassen, Madera, Mariposa, Merced, 
Modoc, Mono, Placer, Plumas, San Joaquin, San Benito, Sierra, Siskiyou, Sutter, 
Tehama, Trinity, Tuolumne, and Yuba.  
20  California Employment Development Department, Monthly Labor Force Data for 
Counties, April 2011 – Preliminary. 
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5. Use of 211 Service During Recent Emergencies 

Even though the original purpose of 211 service was to provide a single, 

easily remembered number for people to call regarding community and social 

services, 211 service has developed beyond this purpose, as a source of vital 

safety information during emergencies.   

For example, during the 2007 Southern California firestorms, 211 service 

providers received over 130,000 calls in just five days, a 764% increase from the 

call level of the previous week.21  2-1-1 California also references a report by our 

Communications Division, which commended the performance of the existing 

211 service providers during the 2007 firestorm to provide information to county 

officials and the public.22  In addition, 2-1-1 functioned as an interactive 

communications asset with personnel gathering information from the Joint 

Information Center, WebEOC,23 private sector corporations, and other resources.   

Technology and automation played a major role in the response to the 

2007 fires and delivery of evacuation notifications in San Diego.  Reverse 911, 

AlertSanDiego, and 2-1-1 allowed the county to quickly notify residents of the 

need to evacuate and provided other emergency information to the public.24   

                                              
21  See 2-1-1 California’s report Trial By Fire:  How 2-1-1’s Regional Response to the 2007 
Southern California Wildfires Underscored the Need for a Statewide Network at 3.  
http://www.211us.org/documents/211Wildfires.pdf  
22  See Communications System Performance During the 2007 Southern California Firestorm 
(Firestorm Report).  ftp://ftp.cpuc.ca.gov/Telco/CPUC_Firestorm_Report_9.08.pdf  
23  WebEOC is a web-enabled crisis information management system that provides 
secure real-time information sharing for public safety and emergency management 
officials. 
24  See Commission’s Communications Division report titled Communications System 
Performance During the 2007 Southern California Firestorm at 20.  
ftp://ftp.cpuc.ca.gov/Telco/CPUC_Firestorm_Report_9.08.pdf  
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6. Need for a 211 Lead Entity 

211 service, whether during normal periods or during emergencies, is 

provided by different 211 service providers throughout the various counties in 

California.  Each of these local 211 service providers makes available the same 

type of information in each county or locale served, tailored to the needs of the 

particular county’s residents.  However, instead of each individual 211 service 

provider trying to coordinate its efforts with state and local government agencies 

and telecommunications carriers, which would result in a duplication of effort, a 

211 Lead Entity (Lead Entity) would provide a single point of coordination for 

the planning, implementation, and coordination, of both regular and 211 

emergency services in California.  

For example, a Lead Entity would be able to work with the California 

Office of Emergency Services (OES) in preparation for an emergency.  Instead of 

each 211 service provider working with each local office of emergency services, a 

standard plan could be developed and distributed by the Lead Entity and 

California OES.  Similarly, a Lead Entity could work with the LECs throughout 

California to develop a consistent yet adaptable plan for the switching of 211 

calls during both regular and emergency periods.    

7. Provision of 211 Service During Emergencies to 
Residents of Unserved Counties and Localities  

Given the vital role 211 service has played during recent emergencies in 

areas it currently serves under D.03-02-029, and the lack of 211 service in many 

rural and sparsely populated counties in California, we find there is a public 

need for 211 emergency service in areas that otherwise do not have 211 service at 

this time.  Residents of these unserved counties and localities would have access 
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to up-to-the-minute fire and disaster relief information, such as how to connect 

with needed community services, temporary housing, and medical assistance.   

By providing this important information via 211, the 911 service would 

remain available to provide access to police, medical, and fire service to those in 

life-and-death situations.  Given:  1) the successful use of the 211 program in 

recent emergencies in California; 2) the existing expertise available to provide 

access to 211 service even in counties and localities without 211 centers; and 

3) the minimal revisions necessary to the existing program in order to implement 

the emergency period access, we should authorize and facilitate the provision of 

211 emergency service to unserved counties and localities of California, as 

described below.   

211 service providers in neighboring counties and locales would be able to 

enter into similar relationships with the LEC’s in unserved areas as they do now 

in the served areas regarding routing of 211 calls.  As with a request to provide 

regular 211 service, the LEC in the unserved area that will route the 211 calls will 

file an advice letter within 120 days of the application letter being submitted, 

containing its proposed tariff or contract for serving the prospective provider.  

The Commission then would process the advice letter as provided in General 

Order 96-B.   

As discussed in Section 7 below, the new rules, guidelines, and 

instructions for 211 emergency service (set forth in Attachments A, B, and C to 

this decision), differ only slightly from those we adopted in D.03-02-029.  In 

particular, the new rules do not require a resolution to authorize provision of 211 

emergency service for those entities that have already received our authority to 

provide regular 211 service.  Also, the new rules contain guidelines regarding the 

type of information to be provided to the public during an emergency, and they 
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allow the provision of service during emergencies only (as opposed to regular 

211 service which is provided continuously). 

8. New Rules to Govern 211 Emergency Service 

We authorized implementation of the original 211 program in  

D.03-02-029.25  As this new rulemaking progressed, differences of opinion arose 

as to whether the Rules governing regular 211 service should be revised or 

augmented to address 211 emergency service.  2-1-1 California originally stated 

that it is not seeking any changes to the original Rules. DRA suggested that 

ground rules for 211 emergency service should be set.   

Both AT&T and Verizon Wireless suggested some changes to the original 

Rules, in particular, revisions that addressed the emergency nature of the new 

211 service and the inapplicability of Rules to wireless carriers.  DRA, on the 

other hand, stated that this Commission, pursuant to both federal and state 

authority, may require wireless carriers to offer 211 service, especially since the 

211 service at issue here would be provided only during emergencies.26    

During the second workshop, the parties determined that some 

revisions to the original program would be needed to create stand-alone rules for 

                                              
25  For convenience, in some instances during the balance of this decision, we will use 
the term “Rules” to identify 211 emergency service rules, guidelines, and instructions. 
26  DRA references:  federal authority pursuant to 47 U.S.C. §§251 and 332 regarding 
delegation of authority by the FCC to state commissions; and state authority pursuant 
to D.09-08-029, in which the Commission asserted its authority over wireless carriers for 
public safety purposes regarding the maintenance of telecommunications equipment on 
utility poles. 



R.10-06-002  COM/MF1/gd2  DRAFT 
 
 

 - 13 - 

211 emergency service, and that a draft set of revised Rules should be circulated 

for comment.27   

Using the Rules authorized in D.03-02-029 as a starting point, and 

considering proposals and discussion at the Second Workshop, the assigned ALJ 

drafted and issued for comment a revised set of Rules for 211 emergency service.  

These Draft Rules addressed requirements for a potential Lead Entity, funding of 

the Lead Entity’s services, and duties of a Lead Entity.  The draft Guidelines 

provide guidance for Commission staff in their review of application letters by 

potential 211 emergency service providers, while the draft Instructions provide 

guidance to potential 211 emergency service providers in organizing their 

application letter.  Both the Guidelines and Instructions also include a list of 

the information that a potential 211 emergency service provider must include 

in its application letter, as well as the terms it must agree to, to become a 

211 emergency service provider.  These Draft Rules, Guidelines, and Instructions 

are attached to this decision as Attachment D, for referral purposes only.  

Comments (summarized below) were received from 2-1-1 California, AT&T, 

DRA, and CCTA.   

8.1. Comments on Draft Rules 

2-1-1 California states that the Draft Guidelines and Instructions are 

unnecessarily burdensome and complex, and that they are even more 

prescriptive than those authorized for regular 211 service.  In addition to deletion 

of the Draft Guidelines and Instructions, 2-1-1 California proposes: 

                                              
27  Volume WS-2 Reporters Transcript (RT) at 32. 
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1. Since 2-1-1 California has already made its case regarding 
its request to be Lead Entity,  only entities applying in the 
future to become Lead Entity should have to file an 
application (Draft Rule 1); 

2. Since the Lead Entity will not be providing 211 emergency 
service itself, the requirement that a potential Lead Entity 
have experience as and knowledge of being a 211 service 
provider, should instead state that at least half of the 
members of the board of directors of the proposed Lead 
Entity represent of an organization that would meet this 
requirement (Draft Rule 2.a.i. 2.a.iii., 2.a.iv.); 

3. That it should not have to certify that no one associated 
with or employed by it as a board member, officer, 
director, or partner has previously been associated with a 
telecommunications or 211 service provider that  filed for 
bankruptcy, was sanctioned by the FCC, or violated 
§ 17000 et seq. of the California Business and Professions 
Code.  2-1-1 California believes that it should not have to 
certify to the above requirement, since at least one-half of 
its board members are representatives of 211 service 
providers that we have previously authorized to provide 
such serve, and the remaining half of the board are 
volunteers from non-profits and government agencies that 
would derive no financial benefit from their service (Draft 
Rule 2.b.i.); 

4. That it should only have to provide selected information 
in an annual report to the Commission instead of a report 
on its various duties and compliance with the drafted 
Rules (Draft Rules 3 and 5).  The selected information  
2-1-1 California proposes to provide annually would 
include the current status and activities of the 211 network 
during the prior year, (e.g., the number of counties served 
by local 211 centers, the name and county served by any 
new 211 centers added to the network, the total number of 
calls handled by the network, copies of the “after action 
reports” that will be prepared in the regular course of 
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business after each activation of the emergency response 
and recovery only (ERRO) 211 system, and any other 
reports that it compiles in the regular course of its duties); 
and  

5. Even though 2-1-1 California does not anticipate seeking 
ratepayer funding, it objects to the requirement it that may 
not recover any cost of performing its duties through rates 
charged to California ratepayers, and recommends Draft 
Rule 4 be deleted. 

AT&T commented that the Draft Rules “do a good job of incorporating 

parties’ comments as expressed in pleadings and at workshops.”  AT&T 

recommended several small revisions, which we discuss below. 

1. Draft Rules: 

a. AT&T suggests narrowing Draft Rule 2.b. so that a 
prospective Lead Entity only need certify that no person 
who was associated with an offending provider, in the 
same capacity, at the time an offense occurred, is 
associated with or employed by a prospective Lead 
Entity as a board member, officer, director, or partner. 
In other words, prior association with an entity that had 
committed an offense would not preclude a person 
from being associated with or employed by a Lead 
Entity unless that person had some direct involvement 
in commitment of the offense.  

b. AT&T suggests that the annual report required by Draft 
Rule 3.a. be published on the Commission’s website 
instead of being served on the service list of this 
rulemaking. 

c. Draft Rule 3.b. did not specify the Commission entity 
that should receive the annual report.  AT&T suggests 
that the report be submitted to the Director of the 
Communications Division. 

2. Draft Guidelines and Instructions: 
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a. AT&T clarified that the public is the most likely 
recipient of the emergency information (such as 
location of shelters, food distribution, and road 
closures, as well as evacuation instructions, assistance 
centers, and how to contact loved ones) required by 
Section 2.11 of the Draft Guidelines. 

b. AT&T proposes deletion of Draft Guideline Items 
2.11.n – 2.11.y and Draft Instruction Items 2.13.n- 
2.13.y, since this information would not be the type of 
information provided to the public. 

c. Since the regular guidelines adopted in D.03-02-029 
consider but do not require an endorsement of the 
applicant by California Alliance of Information & 
Referral Services (CAIRS) (Item 4 of the Draft 
Guidelines and Instructions), AT&T believes that the 
same Guidelines should be adopted herein.  

DRA strongly supports the Draft Rules regarding certification of a 

potential Lead Entity, annual reporting by the Lead Entity and proscription 

against recovery of a Lead Entity’s costs through rates charged to California 

ratepayers. 28  DRA also suggests a rule to the effect that the Commission may 

revoke a Lead Entity’s authority if the Lead Entity violates any of the Rules or 

duties of a Lead Entity as detailed in the Rules.  

CCTA agrees with 2-1-1 California that the Commission should consider 

deleting Draft Rule 2.b.i (certification of associates and employees).  At a 

minimum, CCTA would like the Commission to accept AT&T’s revision of that 

rule.  CCTA is also concerned that the Draft Rules would impose “redundant or 

                                              
28  Draft Rule 4. “A 2-1-1 Lead may not recover any cost of performing its duties 
through rates charged to California ratepayers.  This does not preclude a 2-1-1 service 
provider or 2-1-1 Lead from being eligible for any subsidy under the California 
Teleconnect Fund.” 
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unnecessarily burdensome requirements” upon a Lead Entity or 211 emergency 

service provider.  CCTA suggests that the Commission revise Draft Rule 3 as 

recommended by 2-1-1 California and accept AT&T’s suggested revisions to 

Draft Guideline 2.11.  

8.2. Discussion 

211 emergency service is only provided at selected times and only in 

unserved areas, as opposed to the regular 211 service provided pursuant to  

D.03-02-029.  Thus, slightly different rules, may apply to 211 emergency service.  

As discussed below in more detail, we adopt a set of Rules unique to 211 

emergency service.   

This rulemaking is focused on the activities of the content providers 

(211 service providers) responding to 211 calls, not on the compliance of 

wireless carriers that may transmit those calls.  However, it is important to note, 

that wireless carriers have, to date, voluntarily participated in the 211 program 

provided pursuant to D.03-09-028.29  This close and ongoing cooperation 

between the 211 service providers and wireless carriers (indeed, all 

telecommunications carriers that may transport 211 calls) is vital to the 

continued success of the 211 program.  The Rules, Guidelines, and Instructions 

adopted herein do not impose specific requirements on the wireless carriers.  

Wireless carriers will continue to participate in the 211 program, including non 

211 emergency service, on a voluntary basis.  If any concerns are identified in the 

future regarding this voluntary cooperation, it will likely be reported in either 

                                              
29  In those counties where wireless carriers provide service in the 211 program, a 
customer who calls 211 from their cell phone will be routed to the nearest 211 service 
provider. 
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the Annual Report served by the Lead Entity, or by an Advice Letter by the LEC 

requesting authority to provide service to a 211 service provider. 

7.2.1. Lead Entity Rules 

The Rules in Attachment A to this decision will apply to the appointment 

and performance of a Lead Entity going forward from the effective date of this 

decision.  We clarify that 2-1-1 California does not have to file another request in 

addition to the one it has already made requesting appointment as the Lead 

Entity.  By including a requirement that a potential Lead Entity make a formal 

request, we only plan for the possibility that some day in the future, 2-1-1 

California may no longer wish to act as Lead Entity.   

As for the criteria for appointing a Lead Entity, we find that having 

experience and knowledge of the provision of 211 service is necessary in order to 

be an effective leader and organizer of the service providers.  An entity cannot 

make decisions for an entire group of 211 service providers if the entity has no 

understanding of the service being provided, the organizations with which the 

entity will work, and the sources of funding.  We therefore retain Rule 2.a which 

addresses the qualifications of a Lead Entity; however, we only require that at 

least half of the Lead Entity’s board of directors have the relevant experience and 

knowledge identified in the rule.  We also retain Rule 2.b regarding certification 

by a Lead Entity but only require that a prospective Lead Entity certify that  no 

person who was associated with an offending provider, in the same type of 

capacity that it holds with the Lead Entity, at the time an offense occurred, is 

associated with or employed by a prospective Lead Entity as a board member, 

officer, director, or partner.  For example, someone that was an officer of an 

offending provider must not be an officer, director, or partner of the Lead Entity.  
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We also note that the Commission may revoke a Lead Entity’s designation, but 

do not see the need to include this as a rule.   

Especially now, with the initial appointment of a Lead Entity and the 

authorization of the new 211 emergency service, it is important for all interested 

parties to be informed, and able to assess the effectiveness and performance of 

the new position of Lead Entity and new 211 emergency service.  We therefore 

adopt Rule 3, which retains the information requirements set forth in the Draft 

Rules.  However, we modify the publication requirement.  The Lead Entity will 

serve its annual report on the Communications Division, which will then publish 

the report at the Commissions’ website.  In that way, anyone who is interested in 

this information will have access to it.   

As discussed below, some items that were originally listed in the 

Guidelines and Instructions as information to be provided by the 211 service 

provider to the public pertain more to the Lead Entity.  Instead of just 

eliminating these items from the Guidelines and Instructions, we include them in 

the duties of a Lead Entity as additions to Final Rule 5.  Compiling information 

such as call analysis, assessment of effectiveness and penetration of information 

during a disaster, and liaison with Voluntary Organization Active in Disasters 

and other nongovernmental organizations is appropriate to a Lead Entity that is 

organizing the efforts of all 211 emergency service providers before, during and 

after an emergency.  We therefore require the following additional duties be 

added to Final Rule 5:  

a. Perform call analysis and assess effectiveness and 
penetration of disaster related information within 
county or locality served; 

b. Act as liaison with governmental, non-governmental, 
and voluntary organizations that 211 service 
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providers work with during both normal periods and 
emergencies;  

c. Ensure that the public is aware of the 211 service 
provided, during both normal periods and 
emergencies;  

d. In order to ensure the provision of 211 service during 
an emergency, develop a redundant statewide 211 
telecommunications system throughout California; 
and 

e. Develop an infrastructure of trained staff familiar with 
the populations that will be served by 211 during both 
normal periods and emergencies.  

We direct that the Director of the Communications Division be the 

recipient of any reports issued by the Lead Entity or the 211 service providers, to 

other agencies regarding a declared emergency.  We also direct that the 

Communications Division publish these reports as well as Lead Entity’s annual 

report.   

In its comments to the Draft Rules, 2-1-1 California states that, even 

though it does not anticipate seeking ratepayer funding, “ratepayer funding is 

beyond the scope of this proceeding” and the applicable Rule (Draft Rule 4), 

should be deleted.  However, this issue was discussed at the second workshop,30 

and we note that while precluding ratepayer funding, Draft Rule 4 also clarifies 

that alternative public funding sources (e.g. the California Teleconnect Fund) are 

not precluded.  We therefore adopt Draft Rule 4 as written.   

                                              
30  Volume WS-2 Reporters Transcript (RT) at 41-43. 
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7.2.2. Guidelines and Instructions 

While some parties consider the Draft Guidelines and Instructions 

duplicative or burdensome, we should ensure that even this service, albeit one 

that is free to the public and provided only during emergencies, is provided by 

entities qualified to provide such service.   

The 211 emergency service providers themselves, do pay for the routing 

service they receive from the LEC.  In this regard, the routing of the calls is 

analogous to a specialized tariff schedule or contract for services provided to 

a limited number of a utility’s ratepayers.  Given the special nature of 

211 emergency service, it is appropriate for the Commission to create a 

qualifications process for the potential subscriber (i.e., the 211 emergency service 

provider) for that specialized routing service.    

Even though 211 is not identified as an emergency number by the FCC, the 

form of 211 service we discuss herein, would be used only during an emergency, 

albeit in a supporting role.  It is for calls that do not require a 911 response, but 

that aid in keeping 911 open and available to those in imminent danger.   

Therefore, we retain all of the Draft Guidelines and Instructions, with 

selected modifications.  By modifying the Draft Guidelines and Instructions, we 

balance parties’ concerns that 211 service providers have already been 

authorized to provide such service, with our responsibility to confirm an 

applicant’s continued ability to provide the proposed service.   

We note that some numerical references to section numbers between the 

Draft and Final versions of the Guidelines and Instructions have changed.  

Where this occurs, we will note the change.   
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We anticipate that the majority of 211 service providers that will be 

providing 211 emergency service already have authorization from the 

Commission to provide regular 211 service.  These currently authorized 211 

service providers need only submit an application letter to the Executive Director 

in order to request authority to provide 211 emergency service to unserved 

counties or localities.  Communications Division staff should then review the 

application letter to verify that the required information, pursuant the 

Guidelines and Instructions, is included.  In reviewing the application letter, 

Communications Division staff exercises its ministerial authority, similar to that 

of a review of a Tier 2 advice letter pursuant to General Order (GO) 96-B.  Similar 

to a Tier 2 advice letter, but unlike the requirement for regular 211 service, we do 

not require a resolution to authorize provision of 211 emergency service.  Instead 

of a resolution, the 211 emergency service application letter is resolved by a letter 

from the Communications Division Director to the prospective 211 emergency 

service provider, with a copy to the Lead Entity.   

By requiring the 211 emergency service provider to request permission to 

serve unserved counties and localities via an application letter, the Commission 

receives the information necessary to ensure that the provider has already been 

authorized by us to provide regular 211 service, and  is able to keep track of 

which unserved counties and localities are receiving 211 emergency service.  We 

are then able to determine which unserved areas remain unserved and continue 

to require assistance.  The related tariff or contract filed by the LEC in regard to 

the 211 emergency service request will continue to be processed as it has been 

pursuant to D.03-02-029 and GO 96-B.  
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If a potential 211 emergency service provider has not been previously 

authorized by this Commission to provide such service, it must file an 

application with this Commission requesting authority to provide regular 

211 service pursuant to D.03-09-028.  Additionally, the application must include 

all of the information discussed above that is required of a previously authorized 

211 service provider.  

The Guidelines and Instructions include a detailed list of the type of 

information that should be available when someone calls a 211 emergency 

service provider.  As with regular 211 service, 211 emergency service should be 

provided to the general public.  Some of items listed in the Guidelines and 

Instructions as information to be provided to the public are more appropriately 

included as duties of a Lead Entity.  We therefore move Draft Guideline 2.11 n 

through y (except o) and Instruction 2.13 n through y (except o) to Rule 5 of the 

Final Rules. Item “o” of the Draft Guidelines and Instructions is retained because 

it addresses clarification of rumors, which we find is important to the public 

during emergencies.   

In regard to Draft Guideline and Instruction 4, we understand that, 

pursuant to D.03-02-029, an endorsement from the California Alliance of 

Information and Referral Services (CAIRS) is voluntary for regular 211 service.  

Also, regular 211 service providers that plan to request authority to provide 

211 emergency service have already been authorized by us to provide regular 

211 service.  Since endorsement for regular 211 service providers is voluntary, 

and current 211 service providers have already been authorized by us to provide 

regular 211 service, endorsement by CAIRS will be voluntary for prospective 

211 emergency service providers as well. 
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9. Choice of a Lead Entity to Oversee the 211 Program 

2-1-1 California believes there should be a “Lead Entity” for all 211 

services because a single point of coordination and implementation is necessary 

to achieve statewide 211 coverage.  In particular, 2-1-1 California believes it is 

qualified to serve as Lead Entity, and in that capacity it would work with the 

telecommunications carriers in switch programming and call routing, and would 

coordinate disaster response, especially during disasters that occur in multiple 

counties or in counties where there is no regular 211 service provider.   

2-1-1 California asserts that several State agencies and civic associations, 

including the League of California Cities, California Association of Governments, 

California Department of Transportation, California Volunteers, CalEMA, and 

the California Association of Emergency Services, have already informally 

recognized it as the lead entity for purposes of 211 service planning, coordination 

and contracting purposes. 31  Officers of the following organizations that 

currently work with 2-1-1 California, have written in support of 2-1-1 California’s 

request to be Lead Entity:  211 Los Angeles, United Way of California, United 

Way of Silicon Valley, 211 Alameda County, 211 Santa Barbara, 211 Riverside, 

211 Bay Area, 211 Tulare County, 211 Stanislaus, and Inland Empire 211.32  DRA 

agrees that 2-1-1 California should be appointed Lead Entity, as long as it is 

                                              
31  Petition (P.) 10-02-002 at 8.  
32  Response of 2-1-1 California to Inquiries of the Administrative Law Judge,  
in P.10-02-002, at Attachment E. 
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subject to requirements imposed by this Commission. 33  No party to this 

proceeding opposed 2-1-1 California’s appointment as Lead Entity.   

We appoint 2-1-1 California as Lead Entity.  In Section 7.2.1 above, we 

discussed the criteria for choosing a Lead Entity and what the duties of a Lead 

Entity are.  Since 2-1-1 California has already requested, via its petition, that it be 

appointed as Lead Entity, it has complied with Final Rule 1, and does not need 

to reapply.  Also, 2-1-1 California has proven that it fulfills the requirements 

of Final Rule 2.a., through its experience providing leadership services in the 

211 community and knowledge of the 211 program, as discussed in Section 2 of 

this decision.  2-1-1 California has also shown that it has broad support from 

local and state government, 211 service providers in California, and DRA. No 

one involved in this proceeding opposes 2-1-1 California’s appointment as Lead 

Entity.   

Also, 2-1-1 California has agreed to, and our Final Rules include, the 

criterion that at least half of the members of a Lead Entity’s board of directors are 

be made up of 211 providers, which adds to the existing knowledge base 

regarding both 211 service and the experience of these 211 service providers 

during  day to day operations and emergencies.   

As required by Final Rule 2.b, a prospective Lead Entity must certify that 

no person who was associated with an offending provider, in the same type of 

capacity that it holds with the Lead Entity, at the same time an offense occurred, 

is associated with or employed by the prospective Lead Entity.  

                                              
33  Comments of the Division of Ratepayer Advocates on 211 Workshop Report, dated 
December 22, 2010. 
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Since 2-1-1 California has not had an opportunity to provide this 

information to us, as discussed below, we appoint 2-1-1 California as Lead Entity 

for provision of 211 service provided in California,34 but require that 2-1-1 

California file its certification that it has complied with the Final Rule 2.b 

(Attachment A to this decision) within 30 days of the issuance of this decision.  

As Lead Entity, 2-1-1 California must comply with all of the Final Rules set out in 

Attachment A to this decision.   

10. Comments on Proposed Decision 

As provided by Rule 14.3 of our Rules of Practice and Procedure and Pub. 

Util. Code § 311 (g)(1), the draft decision of the ALJ in this matter was mailed to 

the parties on ________.  Opening Comments were filed by 

_________________on _____________.  Reply Comments were filed by 

___________________________on ___________.   

11. Assignment of Proceeding 

Michel Peter Florio is the assigned Commissioner and Seaneen M. Wilson 

is the assigned ALJ in this petition for rulemaking. 

Findings of Fact 

1. In D.03-02-029, we adopted the regulatory policies, procedures, and 

guidelines needed to implement 211 dialing in California, in conformance with 

the FCC delegation of authority to the states. 

2. Upon dialing 211, a caller is routed to a 211 call center, and then referred or 

routed to an agency that can provide information concerning social services such 

                                              
34  Such 211 services include both regular 211 service provided pursuant to D.03-02-029, 
and 211 emergency service pursuant to the order herein.   
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as assistance with housing, utility bills, food, child care, senior services, 

counseling, job services, and other non-emergency situations not currently 

addressed by either 911 or 311 services. 

3. 911 is called when someone wants to report a crime in progress or a fire, or 

requests an ambulance.  311 is called when non-emergency municipal services 

are required, such as removal of debris in the street, potholes, and non-working 

street lights. 

4. This decision does not address the provision of 911 service.  911 service 

remains the number to call in life threatening situations. 

5. In California, 211 is operated by private non-profit community-service 

organizations, local government, or local affiliates of the national organization of 

the United Way of America.  When an individual dials 211 (free of charge to the 

caller) a local exchange carrier routes the call to the authorized 211 provider in 

the service area of the caller.  The 211 service provider then responds to requests 

from the caller regarding social services (see Section 2.1 above).  Pursuant to 

R.10-06-002, this Commission set out to determine:  1) Whether and, if so, how to 

enable emergency access to 211 services in counties and localities without 

existing 211 centers; 2) What, if any, new rules should be adopted in order to 

implement 211 emergency service in unserved areas; and 3) Whether a Lead 

Entity for 211 service in California should be appointed, and if so, who that Lead 

Entity should be.   

6. 2-1-1 California is a state-wide network of 211 information and referral 

service providers, and is a collaboration of the United Ways of California and the 

CAIRS. 

7. Approximately 91% of California’s population receives 211 service. 
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8. 211 service has been authorized in 30 of California’s 58 counties.  The 28 

unserved counties are located in rural areas and are primarily sparsely 

populated, primarily in northern and eastern California, and suffer from an 

average unemployment rate of approximately 15%, which does not compare 

favorably to the state total of 11.7%.   

9. The original purpose of 211 service was to provide a single easy to 

remember number for people to call for information regarding community and 

social services.  211 service has evolved, contributing to the safety of 

many California residents, as illustrated by the service it provided during the 

2007 Southern California fires.   

10. During the 2007 Southern California firestorms, 211 service providers 

received over 130,000 calls over just five days, a 764% increase from the call level 

the previous week.   

11. In the report titled Communications System Performance During the 

2007 Southern California Firestorm, the Commission’s Communications Division 

commended the performance of the existing 211 service providers during the 

2007 firestorm in Southern California, due to their functioning as an interactive 

communications asset with personnel gathering information from the Joint 

Information Center, WebEOC, private sector corporations, and other resources to 

get information to county officials and to the public.   

12. Pursuant to D.03-02-029, the Commission certifies 211 service providers 

as eligible to provide 211 service and to purchase network telephone service 

that will enable them to receive calls from those who dial 211.  The prospective 

211 service provider submits an application letter to the Commission’s Executive 

Director, and serves the application letter on all parties to R.02-01-025.  After the 

application letter is reviewed, the Commission issues a resolution either 
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authorizing or denying the 211 service provider’s request.  Within 120 days of 

the application letter being submitted, the LEC that operates in a 211 service 

provider’s locale, files an advice letter proposing tariffs or contracts applicable to 

the switch translation required to direct the number dialed (211) to the 8YY 

number which is the 211 service provider’s actual phone number.  

13. Several State agencies and civic associations, including the League of 

California Cities, California Association of Governments, California Department 

of Transportation, California Volunteers, CalEMA, and the California 

Association of Emergency Services, recognize 2-1-1 California as the Lead Entity 

for purposes of 211 service planning, coordination and contracting purposes.  

14. Officers of the following organization wrote a letter in support of 2-1-1 

California’s request to be Lead Entity:  211 Los Angeles, United Way of 

California, United Way of Silicon Valley, 211 Alameda County, 211 Santa 

Barbara, 211 Riverside, 211 Bay Area, 211 Tulare County, 211 Stanislaus, and 

Inland Empire 211. 

15. DRA agrees that 2-1-1 California should be appointed Lead Entity, as long 

as it meets the applicable Commission requirements. 

16. No party to this proceeding is opposed to 2-1-1 California’s appointment 

as Lead Entity. 

17. D.09-08-029 addressed health and safety in regards to the condition of the 

equipment used by energy and telecommunications utilities attached to poles, 

not the services provided. 

18. 2-1-1 California has met all the requirements to be appointed a 211 Lead 

Entity, except for certification of compliance with Final Rule 2.b. 
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Conclusions of Law 

1. 211 services should be provided in unserved counties and localities 

pursuant to the Final Guidelines and Instructions (Attachments B and C). 

2. The Final Guidelines and Instructions in Attachments B and C to this 

decision should be adopted.   

3. All providers of 211 emergency service to unserved counties and localities 

should comply with all applicable rules and regulations, including the Final 

Guidelines and Instructions (Attachments B and C). 

4. All currently authorized 211 service providers that propose to provide 211 

emergency service to unserved counties and localities in California should serve 

an application letter on the Executive Director requesting authority to do so.  

This application letter for provision of 211 emergency service requires approval 

via a letter from the Director of the Commission’s Communications Division to 

the prospective 211 emergency service provider as well as the Lead Entity.  The 

LEC in the unserved area that provides routing service should file an advice 

letter within 120 days of the application letter being submitted.  This advice letter 

contains the LEC’s proposed tariff or contract for providing the phone service, 

and the Commission should process the request in compliance with GO 96-B as a 

Tier 2 advice letter. 

5. If a potential provider of 211 Emergency Service to unserved counties 

and localities in California has not previously received authority pursuant to 

Decision 03-09-028, it should submit an application to the Commission to request 

provision of 211 service, and should include in the application, all of the 

information required of a 211 service provider. 

6. A Lead Entity should be appointed pursuant to the Final Rules 

(Attachment A) adopted herein. 
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7. 2-1-1 California should be appointed as Lead Entity for provision of 

211 service in California (including both regular 211 service provided pursuant 

to D.03-02-029, and 211 emergency service pursuant to the order herein) upon 

compliance with all applicable rules and regulations, including the Final Rules in 

Attachment A to this decision.  

8. 2-1-1 California should file its certification, as a compliance item in 

the current proceeding, stating that it has complied with Final Rule 2.b 

(Attachment A), within 30 days of the date this decision is issued.  

9. If at any time 2-1-1 California is found to be in violation of any of the Final 

Rules (Attachment A) or any other applicable regulations, or if 2-1-1 California 

no longer wishes to be the Lead Entity, we will reconsider 2-1-1 California’s 

appointment as Lead Entity via a formal proceeding. 

10. 2-1-1 California’s Motion of 2-1-1 California to Bifurcate Proceeding for 

Purposes of Expediting Designation of Lead Entity should be denied. 

11. R.10-06-002 should be closed. 

 

O R D E R  
 

IT IS ORDERED that: 

1. 211 emergency services may be provided in unserved counties and 

localities in California. 

2. 211 emergency services provided in unserved counties and localities in 

California, must be provided pursuant to the Final Rules, Guidelines, and 

Instructions – 211 Emergency Service (Attachments A, B, and C to this decision). 

3. The Final Rules, Guidelines, and Instructions – 211 Emergency Service, 

(Attachments A, B, and C) are adopted.    



R.10-06-002  COM/MF1/gd2  DRAFT 
 
 

 - 32 - 

4. All providers of 211 emergency service to unserved counties and localities 

must comply with all applicable rules and regulations, including the Final 

Guidelines and Instructions, in Attachments A, B, and C to this decision. 

5. A currently authorized 211 service provider that proposes to provide 

211 emergency service to unserved counties and localities in California must 

serve an application letter on the Executive Director requesting authority to do 

so.  Approval of an application letter is by letter from the Director of the 

Commission’s Communications Division to the prospective 211 emergency 

service provider, with a copy to the Lead Entity.  The Local Exchange Carrier in 

the unserved area that provides routing service must file an advice letter within 

120 days of the application letter being submitted.  This advice letter contains the 

Local Exchange Carrier’s proposed tariff or contract for providing the routing 

service, and the Commission will process the advice letter under General Order 

96-B as a Tier 2 advice letter. 

6. If a potential provider of 211 Emergency Service to unserved counties 

and localities in California has not previously received authority pursuant to 

Decision 03-09-028, it must submit an application to the Commission to request 

authority to provide 211 service.  The application must include all of the 

information required of a 211 service provider. 

7. A 211 Lead Entity must be appointed pursuant to the Final Rules in 

Attachment A to this decision that are adopted herein. 

8. 2-1-1 California must file its certification of compliance with Final Rule 2.b, 

as a compliance item in the current Rulemaking, within 30 days of the issuance 

of this decision.  

9. Upon filing its certification of compliance with Final Rule 2.b, 2-1-1 

California is appointed as 211 Lead Entity for provision of 211 service in 
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California (including both regular 211 service provided pursuant to Decision 03-

02-029, and 211 emergency service pursuant to the order herein).   

10. 2-1-1 California, as the 211 Lead Entity, must comply with all applicable 

rules and regulations, including the Final Rules in Attachment A to this decision.  

11. If at any time 2-1-1 California is found to be in violation of any of the 

Final Rules (Attachment A) or any other applicable regulations, or if 2-1-1 

California no longer wishes to be the 211 Lead Entity, we will reconsider 2-1-1 

California’s appointment as 211 Lead Entity via a formal proceeding. 

12. 2-1-1 California’s Motion of 2-1-1 California to Bifurcate Proceeding for 

Purposes of Expediting Designation of Lead Entity is denied as moot. 

13. Rulemaking 10-06-002 is closed. 

This order is effective today. 

Dated      , at San Francisco, California. 
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Final Rules Governing Appointment of 211 Service 

Lead Entity, Duties of Lead Entity, and Oversight 

of Lead Entity 
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General Rules Governing Appointment of 211 Service Lead Entity, Duties of 

Lead Entity, and Oversight of Lead Entity 

 

1. Request to be appointed 211 Emergency Service Lead Entity (Lead 

Entity) must be requested through a formal application.  

2. a.  At least one‐half of the board of directors of a  Lead Entity must have:  

i. Experience: 

1. Providing 211 service; 

2. Working with 211 service providers; 

3. Working with emergency service providers; and 

4. Organizing the activities of multiple 211 service 

providers. 

ii. The ability to engage with all 211 providers and emergency 

service providers in California, in the coordination of 

services during both non‐emergency periods and declared 

emergencies;1  

iii. Extensive knowledge of 211 information and referral 

services;  

iv. Extensive experience of provision of 211 service during a 
declared emergency; 

v. The documented support of at least five 211 service 

providers that operate in California; 

b. A 2‐1‐1 Lead must certify that:   

i. No one employed by it as board member, officer, director, 

or partner, was previously associated in the same type of 

capacity that it holds with a Lead Entity, with a 

                                              
1  A “declared emergency” for purposes of these rules and guidelines is an emergency 
declared by a government office of emergency services or government official in charge 
of response to an emergency. 



R.10-06-002  COM/MF1/gd2  DRAFT 
 
 

 - 2 - 

telecommunications carrier or 211 service provider, at a 

time that the telecommunications carrier or 211 service 

provider:  1) filed for bankruptcy; 2) was sanctioned by the 

Federal Communications Commission or any state 

regulatory agency for failure to comply with any 

regulatory statute, rule, or order; or 3) that has been found 

either civilly or criminally liable by a court of appropriate 

jurisdiction for a violation of § 17000, et seq. of the 

California Business and Professions Code, or for any 

actions which involved misrepresentations to consumers, 

nor is currently under investigation for similar violations.  

For example, someone that was an officer of an offending 

provider must not be an officer, director, or partner of the 

Lead Entity. 

3. Oversight of a Lead Entity 

a. On an annual basis, due on March 31st of each year, the Lead Entity 

must electronically serve a report on the Director of the 

Communications Division or its successor divisions.  The report may 

include but is not limited to the following: 

i. Discussion of Lead Entity’s compliance with these and all 

other rules governing the performance of its duties; and 

ii. Review of activities it has performed in the past calendar 

year, including but not limited to those listed below in 

Item 5 of these rules. 

iii. This annual report must be published by the 

Communications Division and its successor divisions, on 

its portion of the Commission’s website, within 30 days of 

receiving such annual report. 

b. Within 60 days of the end of a declared emergency, a Lead Entity 

must electronically serve any reports issued to other agencies by it 

and its members regarding a specific declared emergency, to the 

Director of the Communications Division and its successor divisions. 
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i. These reports must be published by the Communications 

Division and its successor divisions, on its portion of the 

Commission’s website, within 30 days of receiving such 

reports. 

4. A Lead Entity may not recover any cost of performing its duties through 

rates charged to California ratepayers.  This does not preclude a 211 

service provider or Lead Entity from being eligible for any subsidy under 

the California Teleconnect Fund. 

5. Duties of a Lead Entity may include, but are not limited, to the 

following: 

a. Overseeing and monitoring the implementation of Alliance of 

Information and Referral Systems (AIRS) Standards, and any 

additional California‐specific quality guidelines and performance 

requirements that 211 service providers develop with the Lead Entity; 

b. Organizing a network for coordinated, mutual assistance response 

when faced with a local or regional disaster or emergency that would 

lead 211 call centers to receive more calls than they are able to 

answer; 

c. Soliciting, allocating, and managing funding for statewide 211 

activities; 

d. Determining methods for assuring coverage in counties not yet 

served by 211; 

e. Negotiating on behalf of all 211 service providers with state‐wide 

and regional agencies and organizations that may be interested in 

contracting for services that span more than one 211 call center 

coverage area; 

f. Providing oversight and management to those statewide and 

regional contracts that are established. 

g. Collecting, analyzing and reporting data regarding call volume 

and outcomes, contract monitoring, staff training, quality control, gap 

analysis, and other areas as mutually agreed. 
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h. Setting up a redundant statewide telecommunications systems 

through the 211 Emergency Network operating in California; 

i. Because Emergency Response and Recovery Only 211 services are 

complementary to first responder and other emergency services, 

coordination is primarily focused around procurement and/or 

verification of information that needs to be communicated to 

impacted residents and the general public. In addition to receiving 

California Emergency Management Agency incident reports, a Lead 

Entity will work to get placed on the alert notification systems or web 

based emergency operations center (Web EOC) management 

databases of local emergency management agencies in unserved 

areas. A Lead Entity will communicate with these local emergency 

management agencies to inform them in the event of a disaster, the 

statewide 211 network has been activated so that they can alert and 

inform the public about 211 service availability.   

j. Perform call analysis  and assess effectiveness and penetration of 
disaster related information within county or locality served; 

k. Act as liaison with governmental, non‐governmental, and 

voluntary organizations that 211 service providers work with during 

both normal periods and emergencies;  

l. Ensure that the public is aware of the 211 service provided, during 

both normal periods and emergencies;  

m. In order to ensure the provision of 211 service during an 
emergency, develop a redundant statewide 211 telecommunications 

system throughout California; and 

n. Develop an infrastructure of trained staff familiar with the 

populations that will be served by 211 during both normal periods 

and emergencies.  

 

(End of Attachment A) 
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Final Guidelines for Commission Staff Application Letter Review 

211 Emergency Service - California Service Provider Application Letter 

 
A. The Commission Staff person who reviews a potential 211 Emergency 

Service providers Application Letter must verify that the applicant has 
provided: 

a. All of the information requested in Item 1;  

b. Agreement by the applicant that it will comply with all of the terms 
in Item 2; and  

c. All attachments are included. 

B. Communications Division staff should then review the application letter to 
verify that the required information, pursuant the Guidelines and 
Instructions, is included.  In reviewing the application letter, 
Communications Division staff exercises its ministerial authority, similar 
to that of a review of a Tier 2 advice letter pursuant to General Order 96-B.   

C. The Commission will either approve or deny the request in the application 
letter for 211 emergency service via a letter from the Commissions 
Executive Director. 

D. If a potential 211 ES provider has not been received prior approval from 
this Commission(through its application letter to provide regular 211 
service), it must submit an application to provide 211 service, as required 
by D.03-09-028, and additionally, include all of the information discussed 
above that is required of a previously vetted 211 service provider. 

E. Once established in a community, a 2-1-1 Emergency Service (211 ES) 
provider must continue to operate without interruption during a declared 
emergency.   

F. For purposes of these instructions, a Declared Emergency is defined as an 
emergency declared by a government office of emergency services or 
governmental official in charge of response to an emergency. 

G. An applicant may apply as an individual organization or a collaborative.  
If applying as a collaborative, all members of the collaborative must be 
identified, and information regarding these organizations provided at the 
same time.   
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H. Applicant may apply for multiple counties in the same application letter, 
but must provide separate responses regarding Sections 1 and 2 below, for 
each individual county it proposes to provide service in. 

I. One agency must be identified as the lead agency for the collaborative.  
The lead agency will be the sole recipient of the 211 emergency service 
provider designation unless it is manifest that another collaborator's 
contribution is necessary for the successful operation of the enterprise in 
which case the essential parties must have a written agreement detailing 
their relationship, commitment, and approach to dispute resolution.   

 
1. Entity(ies) requesting authority to provide 211 emergency service to an 
unserved county or locality must provide the following information in the 
application letter it serves on the Commission: 

a. Name and address of 211 service provider; 

b. Resolution Number in which we authorized this 211 service provider 
to provide such service in California; 

c. Current county/locality in which 211 service provider provides 
service; 

d. County/locality in which 211 service provider proposes to provide 
211 emergency service; 

e. Verify that 211 service provider continues to comply with all 
applicable rules, regulations, laws, and decisions; 

f. Endorsement required from local Board of Supervisors in proposed 
service area; 

g. Endorsements may be submitted but are not required from 
California Alliance of Information and Referral Services, local 
elected officials, and major agencies and organizations that provide 
direct service or information and referral service in service area.  

2. Entity(ies) requesting authority to provide 211 emergency service to an 
unserved county or locality must agree to the following terms: 

a. 211 ES providers may serve one or more counties.   

b. 211 ES provider must comply with all rules, guidelines and 
instructions authorized in the decision to Rulemaking 10-06-002 
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(Decision 11-__-___) and all rules and requirements pursuant to 
Decision 03-02-029). 

c. The 211 ES provider must not accept any fees or compensation of any 

kind for referrals made by the 211 ES provider.  This prohibition 

applies to the 211 ES provider itself and not to specialized 

information services to which a 211 ES caller may be referred. 

d. The 211 ES provider must not charge callers for 211 ES beyond 

charges for local or measured rate service.  No inter or intra local 

area and transport area (LATA) toll charges should apply to 211 ES 

calls.  There should be no charge for referrals.  No paid advertising 

or ʺcommercialsʺ should be heard on the phone lines or viewed via 

Internet if the 211 ES provider offers such a service.  Monies 

accepted for advertising could influence the types or specific 

referrals offered.   

e. A 211 ES provider may request funding, if eligible, from the 

California Teleconnect Fund. 

f. 211 ES requires that a live person answer the phones 24 hours, seven 

days a week during a declared emergency.  Such 211 ES service 
must be accessible 24 hours a day, seven days a week during a 
declared emergency to all callers regardless of language or 
disability.   

g. The information provided by a live person working for an 211 ES 

provider during a declared emergency must be updated in real time 

during the entire duration of a declared emergency, as updated 

information is received from governing emergency 

services/providers.   

h. During a declared emergency, taped information is not an acceptable 

alternative.  During a declared emergency, an answering service, 

albeit ʺliveʺ, is also not an acceptable alternative because answering 

service operators are not trained information and referral 

professionals.  The 211 ES provider in any county may contract with 

another information and referral service provider to provide after‐

hours coverage.  The contracted organization must have access to 
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the local providerʹs database in order to provide accurate and 

appropriate referrals. 

i. The Referral Data Base used by the 211 ES must be updated in real‐

time during the entire duration of a declared emergency as updated 

information is received from governing emergency 

services/providers.   

j. 211 ES requires that a recording be available at all times other than 

during a declared emergency.   

k. During all times other than a declared emergency, the Referral Data 

Base used by the 211 ES must be updated at least annually. 

l. In the provision of 211 ES during a declared emergency, the 211 ES 

provider must follow all applicable protocols, rules and regulations 

of the Federal Emergency Management Service and all other 

applicable local, county, and state emergency service protocols, rules 

and regulations. 

m. 211 ES services must be provided by the applicant or may be 
provided by linkage to another organization.  If service is to be 
provided in this manner, provide the name of the organization its 
phone number, and the name of the contact person.  Service delivery 
standards (AIRS), however, must be met at all times. 

n. 211 service provider agrees that it will comply with all applicable 
Alliance of Information and Referral Systems  Standards;1 

o. 211 ES service must be accessible 24 hours a day, seven days a week 
during a declared emergency to all callers regardless of language or 
disability. 

i. Provide information regarding languages available via live 
staff. 

ii. Provide information regarding interpretation/translation 
services. 

                                              
1  Current AIRS standards can be found at 
http://www.airs.org/files/public/AIRS_Standards_6_0Final.pdf. 
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iii. Provide information regarding TTY/TDD access. 

p. During an emergency, 211 ES providers will provide all disaster and 

recovery information to the public that is provided to it by 

government emergency service personnel, including but not limited 

to: 

i. Shelters (Animal and People); 

ii. Feeding / Food Distribution; 

iii. Evacuations; 

iv. Road Closures / Transportation Related; 

v. Utilities (Outages, Reconnections); 

vi. Hospitals / Medical search for family members; 

vii. Health Alerts / Warnings; 

viii. School Closures / Openings; 

ix. Contacting Family Members; 

x. Assistance Centers;  

xi. Mitigation / Repairs (tarps, sand bags, volunteers repairing 

homes etc.); 

xii. Government Assistance / Emergency Agencies, including but 

not limited to Private, Local, County, State, and Federal 

agencies, such as the  Federal Emergency Management 

Agency and California Emergency Management Agency, 

Internal Revenue Service; 

xiii. Emergency Alerts (Curfews, Riot\Looting alerts, National 

Guard etc.), public information support services to the 

jurisdictions being supported, as needed and/or as requested; 

xiv. Confirmed and suspected rumors; 

xv. During an emergency, 211 ES providers will follow the 
applicable command and control structure of the governing 
office of emergency services in the locale of the declared 
emergency. 
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(End of Attachment B) 
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Final Instructions to Applicant  

211 Emergency Service - California Service Provider Application Letter 

A. You may apply as an individual organization or a collaborative.  If you are 
applying as a collaborative, all members of the collaborative must be 
identified, and information regarding these organizations provided at the 
same time.   

B. You may apply for multiple counties in the same application letter.  You must 
provide separate responses regarding Sections 1 and 2 below for each 
individual county you propose to provide service in. 

C. One agency must be identified as the lead agency for the collaborative.  The 
lead agency will be the sole recipient of the 211 Emergency Service (211 ES)  
designation unless it is manifest that another collaborator's contribution is 
necessary for the successful operation of the enterprise in which case the 
essential parties must have a written agreement detailing their relationship, 
commitment, and approach to dispute resolution.   

D. Your Application Letter must include: 

 All of the information requested in Item 1;  

 Agreement that you will comply with all of the terms in Item 2; 
and  

 You must provide all the attachments requested.   

E. The Commission will either approve or deny the request in the application 
letter for 211 emergency service via a letter from the Commissions Executive 
Director. 

F. If a potential 211 ES provider has not received prior approval from this 
Commission(through its application letter to provide regular 211 service), it 
must submit an application to provide 211 service, as required by D.03-09-
028, and additionally, include all of the information discussed above that is 
required of a previously vetted 211 service provider. 

G. Once established in a community, a 211 ES provider must continue to operate 
without interruption during a declared emergency.   

H. For purposes of these instructions, a Declared Emergency is defined as an 
emergency declared by a government office of emergency services or 
governmental official in charge of response to an emergency. 
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1. Entity(ies) requesting authority to provide 211 emergency service to an 
unserved county or locality must provide the following information in the 
application letter it serves on the Commission: 

a. Name and address of 211 service provider; 

b. Resolution Number in which we authorized this 211 service provider 
to provide such service in California; 

c. Current county/locality in which 211 service provider provides 
service; 

d. County/locality in which 211 service provider proposes to provide 
211 emergency service; 

e. Endorsement required from local Board of Supervisors in proposed 
service area;1 

f.  Endorsements may be submitted but are not required from 
California Alliance of Information and Referral Services, local 
elected officials, and major agencies and organizations that provide 
direct service or information and referral service in service area.  

2. Entity(ies) requesting authority to provide 211 emergency service to an 
unserved county or locality must agree to the following terms: 

a. The minimal geographic service area of 211 ES is a county.  211 ES 
providers may serve one or more counties.  State the county or 
counties the applicant intends to serve. 

b. The 211 ES provider must comply with all rules, guidelines and 
instructions authorized in the decision to Rulemaking 10-06-002 
(Decision 11-__-___) and all rules and requirements pursuant to 
Decision 03-02-029). 

c. The 211 ES provider must not accept any fees or compensation of any 
kind for referrals made by the 211 ES provider.  This prohibition 
applies to the 211 ES provider itself and not to specialized 
information services to which a 211 ES caller may be referred. 

                                              
1  Leaders of organizations that support your application letter should complete the 
attached "Endorsement of 211 ES Application."  Completed endorsements should be 
submitted with the application letter. 
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d. The 211 ES provider must not charge callers for 211 ES beyond 
charges for local or measured rate service.  No inter or intra local 
access and transport area (LATA) toll charges should apply to 211 
ES calls.  There should be no charge for referrals.  No paid 
advertising or "commercials" should be heard on the phone lines or 
viewed via Internet if the 211 ES provider offers such a service.  
Monies accepted for advertising could influence the types or specific 
referrals offered.   

e. A 211 ES provider may request funding, if eligible, from the 
California Teleconnect Fund. 

f. 211 ES requires that a live person answer the phones 24 hours, seven 

days a week during a declared emergency.  Such 211 ES service 
must be accessible 24 hours a day, seven days a week during a 
declared emergency to all callers regardless of language or 
disability.   

g. The information provided by a live person working for an 211 ES 
provider during a declared emergency must be updated in real time 
during the entire duration of a declared emergency, as updated 
information is received from governing emergency 
services/providers.   

h. During a declared emergency, taped information is not an acceptable 
alternative.  During a declared emergency, an answering service, 
albeit "live", is also not an acceptable alternative because answering 
service operators are not trained information and referral 
professionals.  The 211 ES provider in any county may contract with 
another information and referral service provider to provide after-
hours coverage.  The contracted organization must have access to 
the local provider's database in order to provide accurate and 
appropriate referrals. 

i. The Referral Data Base used by the 211 ES must be updated in real-
time during the entire duration of a declared emergency as updated 
information is received from governing emergency 
services/providers.   

j. 211 ES requires that a recording be available at all times other than 
during a declared emergency.   
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k. During all times other than a declared emergency, the Referral Data 
Base used by the 211 ES must be updated at least annually. 

l. In the provision of 211 ES during a declared emergency, the 211 ES 
provider must follow all applicable protocols, rules and regulations 
of the Federal Emergency Management Service and all other 
applicable local, county, and state emergency service protocols, rules 
and regulations. 

m. 211 ES services must be provided by the applicant or may be 
provided by linkage to another organizations.  If service is to be 
provided in this manner, provide the name of the organizations 
their phone numbers, and the name of the contact person.  Service 
delivery standards (AIRS), however, must be met at all times. 

n. 211 service provider agrees that it will comply with all applicable 
Alliance of Information and Referral Systems  Standards;2 

o. 211 ES service must be accessible 24 hours a day, seven days a week 
during a declared emergency to all callers regardless of language or 
disability. 

i.  Provide information regarding languages available via live 
staff. 

ii. Provide information regarding interpretation/translation 
services. 

iii. Provide information regarding TTY/TDD access. 

p. During an emergency, 211 ES providers will provide all disaster and 
recovery information to the public that is provided to it by 
government emergency service personnel, including but not limited 
to: 

i. Shelters (Animal and People); 

ii. Feeding / Food Distribution; 

iii. Evacuations; 

                                              
2  Current AIRS standards can be found at 
http://www.airs.org/files/public/AIRS_Standards_6_0Final.pdf . 
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iv. Road Closures / Transportation Related; 

v. Utilities (Outages, Reconnections); 

vi. Hospitals / Medical search for family members; 

vii. Health Alerts / Warnings; 

viii. School Closures / Openings; 

ix. Contacting Family Members; 

x. Assistance Centers;  

xi. Mitigation / Repairs (tarps, sand bags, volunteers repairing 

homes etc.); 

xii. Government Assistance / Emergency Agencies, including but 

not limited to Private, Local, County, State, and Federal 

agencies, such as the  Federal Emergency Management 

Agency and California Emergency Management Agency, 

Internal Revenue Service; 

xiii. Emergency Alerts (Curfews, Riot\Looting alerts, National 

Guard etc.), public information support services to the 

jurisdictions being supported, as needed and/or as requested; 

xiv. Confirmed and suspected rumors; 

xv. During an emergency, 211 ES providers will follow the 
applicable command and control structure of the governing 
office of emergency services in the locale of the declared 
emergency. 
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Endorsement of Applicant as 211 Emergency Service (211 ES) Provider 

NOTE TO ENDORSER:  211 ES Provider is a unique social utility.  There 
can only be one 211 ES Provider in a given area.  Therefore, you should 
only endorse one organization to be designated as the 211 ES provider in 
the specified area.  If you make multiple, competing endorsements, the last 
dated endorsement will supersede all others. 

Instructions to endorser: _______________________________ is applying to 
                                                                                      Name of Applicant Agency 

the California Public Utilities Commission (Commission) to be designated as the 
211 ES provider for _______________________________________________. 
                                                                 Name of county.  If less than a full county, describe specific portion. 

_______________________________ is providing information to the CPUC that  
                             Name of Applicant Agency 

it has the necessary organizational capacity to provide 211 ES and that it is 
familiar with and adheres to the professional standards for information and 
referral.  Another essential element of its application is a demonstration of 
community support for its designation as the 211 ES provider in its area. 

A 211 ES provider is a unique social utility. There can only be one 211 ES 
provider in a given area. Therefore, you should only endorse one organization to 
be designated as the 211 ES provider in the specified area. If you make multiple, 
competing endorsements, the last dated endorsement will supersede all others. 

 

The undersigned endorses _______________________________ as the  
                                                                                   Name of Agency 

organization that is best qualified to provide 211 ES in the proposed service area 
for the following reasons:  (Include a description of your relationship with the 
applicant organization and comments regarding your knowledge of the 
applicant's experience and ability to provide comprehensive information and 
referral services.  If further space is required, attach an additional sheet.) 
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Name              

 

Title              

 

Organization            

 

Address             

 

City ______________________________ State_______ Zip   

 

Telephone _________________________ Fax      

 

E-mail           

Type of organization:                

Government______  Nonprofit [501][c][3]_______ Other (specify):    

Briefly describe the service(s) provided by your organization: 

 

Area served by your organization: 

 

Number of unduplicated clients provided service annually    

Annual budget          

 

Signature       Date    

 
 

(End of Attachment C) 
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Draft General Rules Governing Appointment of 2‐1‐1 Emergency Service Lead 

Entity, Duties of Lead Entity, and Oversight of Lead Entity 

 

1. Request to be appointed 2‐1‐1 Emergency Service Lead Entity (2‐1‐1 

Lead) must be requested through a formal application or petition.  

2. a.  A  2‐1‐1 Lead must have:  

i. Experience: 

1. Providing 2‐1‐1 service; 

2. Working with 2‐1‐1 service providers; 

3. Working with emergency service providers; and 

4. Organizing the activities of multiple 2‐1‐1 service 

providers. 

ii. The ability to engage with all 2‐1‐1 providers and 

emergency service providers in California, in the 

coordination of services during both non‐emergency 

periods and declared emergencies;1  

iii. Extensive knowledge of 2‐1‐1 information and referral 

services;  

iv. Extensive experience of provision of 2‐1‐1 service during a 
declared emergency; 

v. The documented support of 2‐1‐1 service providers that 

operate in California. 

b. A  2‐1‐1 Lead must certify that:   

i. No one associated with or employed by it as board 

member, officer, director, or partner, was previously 

associated with a telecommunications carrier or 2‐1‐1 

                                              
1  A declared emergency for purposes of these rules and guidelines is an emergency 
declared by a government office of emergency services or government official in charge 
of response to an emergency. 
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service provider that:  1) filed for bankruptcy; 2) was 

sanctioned by the Federal Communications Commission or 

any state regulatory agency for failure to comply with any 

regulatory statute, rule, or order; or 3) that has been found 

either civilly or criminally liable by a court of appropriate 

jurisdiction for a violation of § 17000, et seq. of the 

California Business and Professions Code, or for any 

actions which involved misrepresentations to consumers, 

nor is currently under investigation for similar violations.   

3. Oversight of a 2‐1‐1 Lead 

a. On an annual basis, due on March 31st of each year, the 2‐1‐1 Lead 

must serve a report on the Director of the Communications Division 

and its successor divisions and the service list of Order Instituting 

Rulemaking R.10‐06‐002, which contains the following: 

i. Compliance with these and all other rules governing 

performance of its duties; and 

ii. Activities it has performed in the past calendar year, 

including but not limited to those listed below in Item 5 of 

these rules. 

b. Within 60 days of the end of a declared emergency, a 2‐1‐1 Lead 

must provide any reports issued to other agencies by it and its 

members regarding a specific declared emergency. 

4. A 2‐1‐1 Lead may not recover any cost of performing its duties through 

rates charged to California ratepayers.  This does not preclude a 2‐1‐1 

service provider or 2‐1‐1 Lead from being eligible for any subsidy under 

the California Teleconnect Fund. 

5. Duties of a 2‐1‐1 Lead include, but are not limited, to the following: 

a. Overseeing and monitoring the implementation of Alliance of 

Information and Referral Systems (AIRS) Standards, and any 

additional California‐specific quality guidelines and performance 

requirements that 2‐1‐1 providers develop with the 2‐1‐1 Lead. 

b. Organizing a network for coordinated, mutual assistance response 

when faced with a local or regional disaster or emergency that would 
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lead 2‐1‐1 call centers to receive more calls than they are able to 

answer. 

c. Soliciting, allocating, and managing funding for statewide 2‐1‐1 

activities. 

d. Determining methods for assuring coverage in counties not yet 

served by 2‐1‐1. 

e. Negotiating on behalf of all 2‐1‐1 providers with state‐wide and 

regional agencies and organizations that may be interested in 

contracting for services that span more than one 2‐1‐1 call center 

coverage area. 

f. Providing oversight and management to those statewide and 

regional contracts that are established. 

g. Collecting, analyzing and reporting data regarding call volume 

and outcomes, contract monitoring, staff training, quality control, gap 

analysis, and other areas as mutually agreed. 

h. Because Emergency Response and Recovery Only 2‐1‐1 services are 

complementary to first responder and other emergency services, 

coordination is primarily focused around procurement and/or 

verification of information that needs to be communicated to 

impacted residents and the general public. In addition to receiving 

California Emergency Management Agency incident reports, a 2‐1‐1 

Lead will work to get placed on the alert notification systems or web 

based emergency operations center (Web EOC) management 

databases of local emergency management agencies in unserved 

areas. A 2‐1‐1 Lead will communicate with these local emergency 

management agencies to inform them in the event of a disaster, the 

statewide 2‐1‐1 network has been activated so that they can alert and 

inform the public about 2‐1‐1 availability.   
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DRAFT INSTRUCTIONS 
 

Draft application review guidelines for CPUC staff 

2-1-1 Emergency Service - California Service Provider Application 
 
Section 1 - Organizational Structure, Background, and Experience 

Review for required attachments:  3- year budget; audited financial statements. 

For purposes of these instructions, a Declared Emergency is defined as an emergency 
declared by a government office of emergency services or governmental official in charge 
of response to an emergency. 

1.1 If the application includes a collaboration of Information and Referral (I&R) 
service providers, all service providers must be identified and all must apply at 
the same time. 

1.2 The minimum service delivery area is the county.  Organizations may serve 
one county or a group of counties.  

1.3  Experience providing information and referral services, especially within the 
proposed service area, supports the knowledge and relationships necessary to 
create good working relationships with direct service providers.  Additionally, 
experience within the proposed service area may enhance an organization's 
ability to advocate on behalf of a client.  In the absence of relevant agency 
history/experience, the experience of key staff should be given greater weight.  
All other aspects of the application being equal, organizations with previous I & 
R history should be given greater weight; organizations with experience 
providing services within the proposed service area should be given greater 
weight. 

1.4 The application requests information regarding key manager's experience.  
In addition to the history and experience established at the agency level, it is 
important that the management staff experience indicate some history in 
providing information and referral services.   

1.5 Once established in a community, it is important that 2-1-1 Emergency 
Service (2-1-1 ES) continue without interruption during a declared emergency.  
The organization's budget and financial reports should demonstrate a solvent 
organization with appropriate budgetary planning to support 2-1-1 ES. 
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Section 2 - Terms and Conditions of Service 

No attachments required; narrative length - 2 pages. 

2.1  In this section the applicant essentially agrees to provide services as the 

terms/conditions indicate.  

2.2  The request for or acceptance of fees or compensation of any kind for 

referrals made by the 2‐1‐1 ES provider should be prohibited.  The possibility 

exists that a service provider may not provide information concerning all the 

appropriate services if it accepts compensation for referrals.  This prohibition 

applies to the 2‐1‐1 ES provider itself and not to specialized information services 

to which a 2‐1‐1 ES caller may be referred. 

2.3  There must be no charge to callers for 2‐1‐1 ES beyond charges for local or 

measured rate service.  No inter or intra LATA toll charges should apply to 2‐1‐1 

ES calls.  There should be no charge for referrals.  No paid advertising or 

ʺcommercialsʺ should be heard on the phone lines or viewed via Internet if the 

2‐1‐1 ES provider offers such a service.  Monies accepted for advertising could 

influence the types or specific referrals offered.   

2.4  2‐1‐1 ES requires that a live person answer the phones 24 hours, 7 days a 

week during a declared emergency.   

2.5  The information provided by a live person working for a 2‐1‐1 ES provider 

during a declared emergency must be updated in real time during the entire 

duration of a declared emergency, as updated information is received from 

governing emergency services/providers.   

2.6  During a declared emergency, taped information is not an acceptable 

alternative.  During a declared emergency, an answering service, albeit live, is 

also not an acceptable alternative because answering service operators are not 

trained information and referral professionals.  The 2‐1‐1 ES provider in any 

county may contract with another information and referral service provider to 

provide after‐hours coverage.  The contracted organization must have access to 

the local providerʹs database in order to provide accurate and appropriate 

referrals. 

2.7  The Referral Data Base used by the 2‐1‐1 ES must be updated in real‐time 

during the entire duration of a declared emergency as updated information is 

received from governing emergency services/providers.   
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2.8  2‐1‐1 ES requires that a recording be available at all times other than 

during a declared emergency.   

2.9  During all times other than a declared emergency, the Referral Data Base 

used by the 2‐1‐1 ES must be updated at least annually. 

2.10  In the provision of service during a declared emergency, the 2‐1‐1 ES 

provider must follow all applicable protocols, rules and regulations of the 

Federal Emergency Management Service and all other applicable local, county, 

and state emergency service protocols, rules and regulations. 

2.11  During an emergency, 2‐1‐1 ES providers will provide all information 

provided to it by government emergency service personnel, including but not 

limited to: 

a. Shelters (Animal and People) 

b. Feeding / Food Distribution 

c. Evacuations 

d. Road Closures / Transportation Related 

e. Utilities (Outages, Reconnections) 

f. Hospitals / Medical search for family members 

g. Health Alerts / Warnings 

h. School Closures / Openings 

i. Contacting Family Members 

j. Assistance Centers  

k. Mitigation / Repairs (tarps, sand bags, volunteers repairing homes 

etc.) 

l. Government Assistance / Emergency Agencies, including but not 

limited to Private, Local, County, State, and Federal agencies, such as 

the  Federal Emergency Management Agency and California 

Emergency Management Agency, Internal Revenue Service 

m. Emergency Alerts (Curfews, Riot\Looting alerts, National Guard 

etc.), public information support services to the jurisdictions being 

supported, as needed and/or as requested: 
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n. Call analysis products in near real time 

o. Confirmed and suspected rumors 

p. Unmet community information needs 

q. Effectiveness and penetration of disaster related information 

within targeted communities 

r.  Liaison channel with Voluntary Organizations Active in Disasters 

(VOAD) and other nongovernmental organizations  

s. Reduction of inappropriate calls to 9‐1‐1 and other public safety 
organizations  

t. Present a single number in a simple format for public access to 

specific kinds of disaster related information 

u. Reduction in the workload of first responder agencies by replacing 

multiple local, regional and statewide disaster information “hotlines” 

v. Redundant statewide telecommunications system through the 2‐1‐

1 Emergency Network operating in California 

w. An established infrastructure of trained staff familiar with 

vulnerable and typically underserved populations and who are also 

trusted by those populations.  

x. Because Emergency Response and Recovery Only 2‐1‐1 services are 

complementary to first responder and other emergency services, 

coordination is primarily focused around procurement and/or 

verification of information that needs to be communicated to 

impacted residents and the general public. In addition to receiving 

California Emergency Management Agency incident reports, the 2‐1‐

1 Emergency Service Lead Entity (2‐1‐1 Lead) will work to get placed 

on the alert notification systems or web based emergency operations 

center (Web EOC) management databases of local emergency 

management agencies in unserved areas. The 2‐1‐1 Lead will 

communicate with these local emergency management agencies to 

inform them in the event of a disaster, the statewide 2‐1‐1 network 

has been activated so that they can alert and inform the public about 

2‐1‐1 availability.   
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y. The 2‐1‐1 ES providers that are also members of the network 

engaged in the response would provide the direct service. The 2‐1‐1 

Lead would provide support by compiling data and reports, and 

facilitating communication between state agencies and local 2‐1‐1 

providers, as appropriate. 

2.12  During an emergency, 2‐1‐1 ES providers will follow the applicable 

command and control structure of the governing office of emergency services in 

the locale of the declared emergency. 

2.13  2‐1‐1 ES will be provided at no cost to recipients of service. 
 

Section 3 is the organization's opportunity to present information about its 
service delivery strategy.  Section 4 demonstrates community support in the 
form of endorsements from impacted service providers.  Section 4 should assist 
the Commission to validate whether the applicant(s) has made an accurate 
representation in Section 3. 
 
Section 3 - AIRS Standards 

No attachments required; narrative maximum 5 pages 

The field of Information and Referral has delivered critical information services 
to people with need for more than two decades.  During this maturation process 
the Alliance of Information and Referral (AIRS), the national professional 
organization of information and referral service providers, in conjunction with 
its members, has codified best practices for the field.  The standards are 
published in the "AIRS Standards," a professional guide for information and 
referral service delivery.  The standards were first published in 1973 and have 
been revised four times; the latest edition was published in 2000.  The following 
requirements are drawn from the AIRS 2000 Standards.  

The "Standards" are organized to address the four major components of 
Information and Referral/2-1-1 ES service:  1)  Service Delivery - getting the 
information to the individual; 2)  the Resource Database - a listing of agencies 
and programs; the source from which the referrals are drawn; 3)  Reports and 
Measures - the results of which allow an agency to evaluate its service and 
modify as needed; and, 4)  Cooperative Relationships - important to the 
development and/or maintenance of a coordinated system to deliver health and 
human services.  
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Information and Referral service is a composite of these four components.  All 
specific criteria in each of the four areas must be met to obtain 2-1-1 ES 
designation. 

3.1 Service Delivery Standards 

For 2-1-1 ES designation, agencies must demonstrate in their narrative how they 
meet the itemized standards for service delivery.  The following background 
information should be considered when reviewing the applicant's narrative for 
service delivery standards.  Information and Referral/2-1-1 ES exists to assist 
individuals to navigate the fragmented and confusing landscape of the various 
health and human service delivery systems.  It must offer enough assistance to 
help an individual access these services.  Often this is more than simply the 
address and telephone number of a service provider.  Therefore a range of 
service levels must be available and provided based on the individual need.  
Individuals need accurate, pertinent information about the availability of 
services and the eligibility requirements for health and human services in order 
to determine if they qualify for the service.  Finally, individuals must feel 
confident that information given to the I & R service provider will be held in 
strict confidence otherwise those with needs such as substance abuse services, or 
anger management, for example, may well decide not to call for help.  

3.2 Information and Referral Resource File Standards 

The resource file standards provide minimum guidelines to ensure that there 
will be a body of information sufficient to support the needs of the individuals 
calling for help.  The criteria specifically provide for verification of data on a 
regular basis to ensure the accuracy of information provided to callers; a 
consistently applied process for including or excluding agencies so that clients 
and the general public will be aware of the database scope and/or limitations; 
and a common set of data elements to ensure standardization of information 
from listing to listing.  The standards also call for services to be indexed in a 
manner that creates easy access to appropriate services and programs listed in 
the database.  Taken together these standards should result in the availability of 
accurate, up-to-date, and consistent information.   

 Review the applicant's narrative to determine if they have written 
inclusion/exclusion criteria sufficient to guide the content of the resource 
database.   

 Review the narrative to determine if they uniformly collect agency data. 
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 Identify the indexing tool used; if it is not the AIRS/Info Line Taxonomy, 
there should be plans to convert the database to that Taxonomy. 

 Review the stated update procedure - it should be conducted annually at a 
minimum. 

 

3.3 Information and Referral Disaster Standards 

Review the narrative for the existence of a disaster plan, notation of pre and post 
disaster resources. 

3.4 Information and Referral Reports and Measures Standards 

An indirect result of Information and Referral/2-1-1 ES delivery is the collection 
of data relating to community needs.  This information, while extremely 
important in understanding an agency's service population, is also critically 
important to funders and planners within a service community.  The reports and 
measures standards ensure that the 2-1-1 ES provider has the infrastructure 
necessary to aggregate and report on service needs. 

Minimally, the data collected and reported should include number of calls 
organized by service need, referrals made and/or lack of available referrals; and 
geographic location of caller (by city or zip code.) 

3.5 Cooperative Relationships 

As indicated by Section 4, cooperative relationships form the backbone of 
Information and Referral/2-1-1 ES services to a community.  Cooperation among 
agencies within service jurisdictions (one or more counties) is important to 
ensure that callers who may need to be referred or "handed off" to a second 
helping resource are well served. To minimize funding of redundant services, 
most I & R service providers refer to other, specialized I & R service providers.  
A good working relationship between the comprehensive information and 
referral service provider (the 2-1-1 ES service provider) and a specialized service 
provider creates the network necessary to be sure the caller receives the 
information needed with just one call.  

3.6 Other Organizational Standards 

These remaining criteria address general administrative needs to ensure that the 
Information and Referral/2-1-1 ES program is responsibly managed. 
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Section 4 - Demonstrated Community Support 

Letters of Support/Endorsement required - 15 letter maximum 

Review this section of the application for breadth and scope of community 
support.  Support from organizations that serve a large number of people may be 
given greater weight than support letters from smaller organizations.  Support 
from public and non-profit service providers may be given greater weight than 
those from individuals or for profit businesses because I&R service has 
traditionally been provided on a non-profit basis in California. 

The Board of Supervisors of the locale in which the 2-1-1 ES provider requests 
provision of service must endorse the proposed provider. 

The California Alliance of Information and Referral Services must endorse the 
proposed provider.
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Draft Instructions to Applicant  

2-1-1 Emergency Service - California Service Provider Application 

a. You may apply as an individual organization or a collaborative.  If 
you are applying as a collaborative, all members of the collaborative must 
be identified, and information regarding these organizations provided at 
the same time.   

b. You may apply for multiple counties in the same application.  You 
must provide separate responses to all questions and requirements for 
each individual county you propose to provide service in. 

c. One agency must be identified as the lead agency for the 
collaborative.  The lead agency will be the sole recipient unless it is 
manifest that another collaborator's contribution is necessary for the 
successful operation of the enterprise in which case the essential parties 
must have a written agreement detailing their relationship, commitment, 
and approach to dispute resolution.   

d. You must provide a response to all sections and sub-sections.   

e. You must provide all the attachments requested.   

f. For purposes of these instructions, a Declared Emergency is defined 
as an emergency declared by a government office of emergency services or 
governmental official in charge of response to an emergency. 

 
The application for 2-1-1 Emergency Services (2-1-1 ES) Provision is organized in four 
sections: 

 Section 1  Organizational Structure, Background and Experience 

This section establishes the organizational requirements for 2-1-1 
ES service providers.  You must meet the stated requirements to 
qualify for consideration as a 2-1-1 ES service provider.  Your 
narrative should describe how you meet the stated requirements. 

 Section 2  Terms and Conditions of Service 

This section sets forth the terms and conditions of service.  You 
must provide services as described in this section.  You must 
agree to the stated terms and provide a brief narrative describing 
how you will meet the service conditions required.  For example, 
section 2.2 requires that 2-1-1 ES service will be provided by "live 
operators 24 hours a day...during a declared emergency"  In 
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response to this requirement, your narrative could indicate how 
you plan to staff the service to provide such coverage. 

 Section 3  AIRS Standards 

This section identifies service delivery standards.  These 
standards are based on the Alliance of Information and Referral 
Services national standards published in 2000.  For your 
reference, a summary of the standards are available through the 
AIRS.org website.  Your narrative should describe how you 
currently meet or intend to meet the service delivery standards.  
For example, Section 3.2.4 requires that the database of providers 
"be updated at least annually."  Your narrative should provide 
information regarding how this annual update is accomplished. 

 Section 4  Community Support 

There can be only one 2-1-1 ES provider per county or groups of 
counties.  This section requires that you demonstrate broad 
community support for your organization as the local 2-1-1 ES 
provider.  You should include letters of support from agencies in 
each of the service categories identified on the form provided.  
Do not include more than one support letter in each of the 
categories or more than a total of 15 letters. 

Sections 1, 2 and 3 require narrative response.  Your responses should be 
organized in a manner consistent with the layout of the application.  Each 
narrative has a page limit.  Pages in excess of those required will not be read or 
considered.  Some sections require attachments.  Identify and include these 
attachments as part of your complete application package. 
 
SECTION 1 
ORGANIZATIONAL STRUCTURE, BACKGROUND AND 
EXPERIENCE 
 

This section of the application requires that the applicant provide a summary of 
relevant information to indicate its ability to perform required basic Information 
and Referral (I&R) services for a designated community.  The information will be 
used to evaluate organizational capacity. 

1.1 Provide the name, address, and contact name for the organization.  Provide 
the names and address and contact name for all collaborators or partners. 
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1.2 Provide documentation that indicates the organizational category of your 
organization, e.g., corporation, partnership, sole proprietor, profit or non-profit 
organization, governmental agency or any combination thereof.  Also provide a 
list of all individuals that comprise the governance or ownership or collaborators 
of your organization.  

1.3 State the number of years of experience the applicant has had providing 
information and referrals services, the types of services performed and the 
communities in which they were performed. 

1.4 Provide proof of, or application for, authority to conduct business in the State 
of California. 

1.5 Indicate the length of time in business under current business name and 
prior business names.  If a corporation, include date of incorporation. 

1.6 Provide a description of key managers' experience in the service to be 
provided or equivalent or similar experience of principle individuals in the 
applicant's organization. 

1.7 Provide a proposed budget for the next three years.  In the proposed budget 
you may want to consider the anticipated increase in your budget due to 2-1-1 ES 
service implementation as well as the projected source of the anticipated 
increased funding. 

1.8 Provide an audited financial statement.  Such statement shall be the most 
recent and complete audited financial statement available and for a fiscal period 
not more than 18 months old at the time of submission.  This statement shall be 
by an independent, certified public accountant.  In the event qualifying audited 
financial statements are not available, an unaudited statement along with the 
entity's federal income tax returns for the preceding two (2) years may be 
submitted.   

1.8.1 New organizations may provide a proposed budget, proposed 
funding sources, and commitments, if any, from proposed sources. 

1.8.2 If a collaboration, provide proposed budget details of commitment 
from principal members of the collaborative and financial statements for 
principal members of the collaborative. A principal member is defined as 
contributing/raising/otherwise responsible for more than 25% of the 
budgeted income or any member(s) on whose experience the collaboration 
is relying to demonstrate its qualifications. 
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SECTION 2 
TERMS AND CONDITIONS OF SERVICE  
 

This section of the application sets forth the required service conditions for 2-1-1 
ES providers.  To obtain 2-1-1 ES designation, all these conditions must be met.  
Applicants should prepare a narrative describing the organization's ability to 
meet the required conditions.  The information provided will be used to evaluate 
the organization's ability to meet required service terms.  The narrative should 
not exceed two pages. 

2.1 The minimal geographic service area of 2-1-1 ES is a county.  2-1-1 ES 
providers may serve one or more counties.  State the county or counties the 
applicant intends to serve. 

2.2 The 2-1-1 ES provider applicant will not accept fees from referred 
organizations in return for referrals. 

2.3 2-1-1 ES provider must be provided at no charge to callers; it must also be 
free of commercials or advertising; supporters may be recognized on printed 
materials. 

2.4 The 2-1-1 ES provider must provide a live person to answer the phones 24 
hours, 7 days a week during a declared emergency.   

2.5 The information provided by a live person working for a 2-1-1 ES provider 
during a declared emergency must be updated in real time during the entire 
duration of a declared emergency, as updated information is received from 
governing emergency services/providers.   

2.6 During a declared emergency, taped information is not an acceptable 
alternative.  During a declared emergency, an answering service, albeit "live", is 
also not an acceptable alternative because answering service operators are not 
trained information and referral professionals.  The 2-1-1 ES provider in any 
county may contract with another information and referral service provider to 
provide after-hours coverage.  The contracted organization must have access to 
the local provider's database in order to provide accurate and appropriate 
referrals. 

2.7 The Referral Data Base used by the 2-1-1 ES provider must be updated in 
real-time during the entire duration of a declared emergency as updated 
information is received from governing emergency services/providers.   

2.8 During all times other than a declared emergency, the recorded message 
used by the 2-1-1 ES must be updated at least annually. 
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2.9 During all times other than a declared emergency, the Referral Data Base 
used by the 2-1-1 ES must be updated at least annually. 

2.10 In the provision of service during a declared emergency, the 2-1-1 ES 
provider must follow all applicable protocols, rules and regulations of the 
Federal Emergency Management Service and all other applicable local, county, 
and state emergency service protocols, rules and regulations. 

2.11 2-1-1 ES services must be provided by the applicant or may be provided by 
linkage to another organization.  If service is to be provided in this manner, 
provide the name of the organization its phone number, and the name of the 
contact person.  Service delivery standards (see Section 3), however, must be met 
at all times. 

2.12 2-1-1 ES service must be accessible 24 hours a day, seven days a week 
during a declared emergency to all callers regardless of language or disability. 

2.5.1 Provide information regarding languages available via live staff. 

2.5.2 Provide information regarding interpretation/translation services. 

2.5.3 Provide information regarding TTY/TDD access. 

2.13 During an emergency, 2-1-1 ES providers will provide all information 
provided to it by government emergency service personnel, including but not 
limited to: 

a. Shelters (Animal and People) 

b. Feeding / Food Distribution 

c. Evacuations 

d. Road Closures / Transportation Related 

e. Utilities (Outages, Reconnections) 

f. Hospitals / Medical search for family members 

g. Health Alerts / Warnings 

h. School Closures / Openings 

i. Contacting Family Members 

j. Assistance Centers  

k. Mitigation / Repairs (tarps, sand bags, volunteers repairing homes 

etc.) 
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l. Government Assistance / Emergency Agencies, including but not 

limited to Private, Local, County, State, and Federal agencies, such as 

the  Federal Emergency Management Agency and California 

Emergency Management Agency, Internal Revenue Service 

m. Emergency Alerts (Curfews, Riot\Looting alerts, National Guard 

etc.), public information support services to the jurisdictions being 

supported, as needed and/or as requested: 

n. Call analysis products in near real time 

o. Confirmed and suspected rumors 

p. Unmet community information needs 

q. Effectiveness and penetration of disaster related information 

within targeted communities 

r.  Liaison channel with Voluntary Organizations Active in Disasters 

(VOAD) and other nongovernmental organizations  

s. Reduction of inappropriate calls to 9‐1‐1 and other public safety 
organizations  

t. Present a single number in a simple format for public access to 

specific kinds of disaster related information 

u. Reduction in the workload of first responder agencies by replacing 

multiple local, regional and statewide disaster information “hotlines” 

v. Redundant statewide telecommunications system through the 2‐1‐

1 Emergency Network operating in California 

w. An established infrastructure of trained staff familiar with 

vulnerable and typically underserved populations and who are also 

trusted by those populations.  

x. Because Emergency Response and Recovery Only 2‐1‐1 services are 

complementary to first responder and other emergency services, 

coordination is primarily focused around procurement and/or 

verification of information that needs to be communicated to 

impacted residents and the general public. In addition to receiving 

California Emergency Management Agency incident reports, the 2‐1‐

1 Emergency Service Lead Entity (2‐1‐1 Lead) will work to get placed 
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on the alert notification systems or web based emergency operations 

center (Web EOC) management databases of local emergency 

management agencies in unserved areas. The 2‐1‐1 Lead will 

communicate with these local emergency management agencies to 

inform them in the event of a disaster, the statewide 2‐1‐1 network 

has been activated so that they can alert and inform the public about 

2‐1‐1 availability.   

y. The 2‐1‐1 ES providers that are also members of the network 

engaged in the response would provide the direct service. The 2‐1‐1 

Lead would provide support by compiling data and reports, and 

facilitating communication between state agencies and local 2‐1‐1 

providers, as appropriate. 

2.15 During an emergency, 2-1-1 ES providers must follow all applicable 
command and control structure of the governing office of emergency services in 
the locale of the declared emergency. 

SECTION 3 
AIRS STANDARDS 
 

The Alliance of Information and Referral Services (AIRS), the national 
professional membership organization of information and referral service 
providers, has established standards for delivery of information and referral 
services.  The applicant must demonstrate its understanding of these standards 
and agree to adhere to them in the delivery of 2-1-1 ES services.  The applicant 
should provide a narrative description that illustrates how it will meet these 
service delivery standards.  The maximum narrative length is five pages. 

3.1 Information and referral service delivery standards 

3.1.1 Organization staff must provide a range of information responses 

3.1.1.1 Provision of simple information e.g., name, address, and 
telephone number of service provider. 

3.1.1.2 One-to-one referrals based on assessment of the client's 
needs. 

3.1.1.4 Follow-up services to address situations where further 
assistance may be required. 

3.1.2 Information and referrals must be accurate and pertinent to the 
needs presented. 
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3.1.3 Interactions between clients and I & R agency staff must be 
confidential. 

3.2 Information and Referral Resource File Standards 

3.2.1 The organization must have written criteria that identify what is 
included or excluded from the resource database. 

3.2.2 The organization must have a standardized profile (resource 
information collection tool) that collects identified data elements regarding 
all agencies and/or services for which it is supplying information or to 
whom it is making referrals. 

3.2.3 The entire database must be updated at least annually to provide for 
up-to-date referral information. 

3.2.4 The organization must index services using the AIRS/Info Line of 
Los Angeles Taxonomy of human services or 

3.2.5 The organization must agree to convert the resource database to 
Taxonomy indexing within three years. 

3.3 Information and Referral Disaster Standards 

3.3.1 2-1-1 ES service must be available in the event of a local disaster, 
such as an earthquake, flood, or other emergency. 

3.3.2 The organization must have a disaster plan. 

3.3.3 The organization must have a pre-disaster resource database. 

3.3.4 If such a plan or database does not exist, provide information 
regarding plans to create these. 

3.4 Reports and Measures Standards 

3.4.1 The organization must have a data collection tool that has the 
capability to collect and maintain the confidentiality of inquirer data. 

3.4.2 The organization's data collection tool must have the capability to 
collect information regarding referrals made for assessed needs and 
service gaps when no referrals were identified for assessed needs. 

3.4.3 The organization must have a report tool that is capable of 
aggregating and organizing inquirer data and resource data to support 
internal analysis, advocacy and community planning activities. 

3.5 Cooperative Relationships Standards 
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3.5.1 The organization must have cooperative working relationships with 
targeted and local I&Rs operating in the same service area.  (List those 
agencies and include letters of support as described in Section 4.) 

3.5.2 The organization must provide seamless access to 2-1-1 ES service 
throughout its service area.  Callers make only one call for community 
service information regardless of the location within the system from 
which they are calling. 

3.6 Other Organizational Standards 

3.6.1 The organization must provide training for all aspects of the 
Information and Referral/2-1-1 ES services to paid and volunteer staff. 

3.6.2 The organization must have a program to increase public awareness 
of information and referral/2-1-1 ES services, objectives, and their value to 
the community. 

3.6.3 The organization must have an evaluation plan to identify needed 
program improvements.   

3.6.3.1 The plan must be implemented at least annually. 
 

SECTION 4 
DOCUMENTATION OF COMMUNITY SUPPORT 
 
To be designated as a 2-1-1 ES provider you must demonstrate strong 
community support for your application. This support should come from a wide 
range of organizations and agencies that are stakeholders in the health and 
human services network in your community. 

Endorsement must be received from the local Board of Supervisors in which the 
proposed 2-1-1 ES provider requests to provide service. 

Endorsement of the proposed 2-1-1 ES provider must be received from   CAIRS  

Leaders of organizations that support your application should complete the 
attached "Endorsement of 2-1-1 ES Application."  Completed endorsements 
should be submitted with the application. 

You should submit endorsements from major agencies and organizations that 
provide direct service or information and referral service in the proposed service 
area in the fields listed below where they are available. Endorsements from other 
types of organizations and from elected officials are also valuable. 
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Endorsement of Applicant as 2-1-1 Emergency Service (2-1-1 ES) Provider 

NOTE TO ENDORSER:  2-1-1 ES Provider is a unique social utility.  There 
can only be one 2-1-1 ES Provider in a given area.  Therefore, you should 
only endorse one organization to be designated as the 2-1-1 ES provider in 
the specified area.  If you make multiple, competing endorsements, the last 
dated endorsement will supersede all others. 

Instructions to endorser: _______________________________ is applying to 
                                                                                      Name of Applicant Agency 

the California Public Utilities Commission (CPUC) to be designated as the 2-1-1 
ES provider for _______________________________________________. 
                                                                 Name of county.  If less than a full county, describe specific portion. 

_______________________________ is providing information to the CPUC that  
                             Name of Applicant Agency 

it has the necessary organizational capacity to provide 2-1-1 ES and that it is 
familiar with and adheres to the professional standards for information and 
referral.  Another essential element of its application is a demonstration of 
community support for its designation as the 2-1-1 ES provider in its area. 

A 2-1-1 ES provider is a unique social utility. There can only be one 2-1-1 ES 
provider in a given area. Therefore, you should only endorse one organization to 
be designated as the 2-1-1 ES provider in the specified area. If you make 
multiple, competing endorsements, the last dated endorsement will supersede all 
others. 
 

The undersigned endorses _______________________________ as the  
                                                                                                Name of Agency 

organization that is best qualified to provide 2-1-1 ES in the proposed service 
area for the following reasons:  (Include a description of your relationship with the 
applicant organization and comments regarding your knowledge of the 
applicant's experience and ability to provide comprehensive information and 
referral services.  If further space is required, attach an additional sheet.) 
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Name              

 

Title              

 

Organization            

 

Address             

 

City _______________________________State_______ Zip  

 

Telephone _________________________Fax      

 

E-mail           

Type of organization:                

Government______  Nonprofit [501][c][3]_______ Other (specify):    

Briefly describe the service(s) provided by your organization: 

 

Area served by your organization: 

 

Number of unduplicated clients provided service annually    

Annual budget          

 

Signature       Date    

(End of Attachment D) 


