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THE GENERAL ASSEMBLY OF PENNSYLVANIA

SENATE BILL
No. 1102 %5

| NTRODUCED BY BROMWNE, FERLO, C. WLLI AMS, FONTANA, ORI E, MELLOW
GREENLEAF, TOWMLI NSON, MJUSTO, RAFFERTY, STACK, COSTA, BAKER
O PAKE AND WASHI NGTON, OCTOBER 25, 2007

REFERRED TO PUBLI C HEALTH AND WELFARE, OCTOBER 25, 2007
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AN ACT
Provi ding funding for standards and for inplenmentation of a 211
abbrevi ated dialing code for information and hunman services
referral tel ephone service; establishing the 211 Advi sory
Board; and naki ng an appropriation.
The General Assenbly of the Conmonweal th of Pennsyl vani a
her eby enacts as foll ows:
Section 1. Short title.
This act shall be known and may be cited as the Pennsyl vani a
211 Tel ephone Service |nplenentation Act.
Section 2. Legislative findings.
The CGeneral Assenbly finds and declares as foll ows:
(1) The dialing code 211 is the national abbreviated
di al i ng code approved by the Federal Comrunications
Conmmi ssion for access to health and human services
information and referral. The dialing code 211 is a
uni versal ly recogni zabl e nunber that nmakes it easier to

connect individuals and famlies in need with the appropriate

pr of essi onal providers, comunity-based organi zati ons and
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gover nment agencies that provide health and human servi ces.

(2) The dialing code 211 proved its value in several
states during the recent disasters related to terrori st
attacks on Septenber 11, 2001. In Atlanta, 211 handl ed over
14,000 calls in the week followi ng the attacks. Mre than
5, 000 people offered hel p and 9, 000 peopl e requested
assi st ance.

(3) In Connecticut, various state agencies and nonprofit
groups used 211 to coordinate services during the attacks.
Connecticut calls to 211 involved fam lies |ooking for
victinms, frightened children and concerned parents,

i ndi vidual s reliving other disasters, people who escaped the
Wrld Trade Center and were experiencing guilt, information
on terrorist suspects, nentally ill persons feeling
overwhel ned with disaster, location of vigils and requests.

(4) Recent hurricanes in Florida showed the strength of
211 when there was an increase in calls of over 100% duri ng
and inmredi ately after the hurricanes throughout that state.
Sonme 211 systens in affected areas were showi ng increases of
over 500% The easy-to-renenber nunber hel ped relieve the 911
burden in those areas.

(5) The dialing code 211 hel ps to better address |ong-
termneeds of victins and their famlies of the Septenber 11
2001, attacks and other types of disasters.

(6) A study by the National Center on Addiction and
Subst ance Abuse at Col unbia University and 13 states,

i ncl udi ng Pennsyl vani a, have detected an increased denand for
al cohol and drug treatnment since Septenber 11, 2001.
(7) Research denonstrates that exposure to trauma puts

an individual at four-to-five tinmes greater risk of substance
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abuse, and stress is considered the nost common cause of
rel apse to addiction to or abuse of al cohol, drugs and
snoki ng.

(8) Cklahoma experienced a dramatic increase in the need
for treatnment services in the two years follow ng the
donmestic terrorist bonbing of the Alfred P. Murrah Feder al
Building on April 19, 1995. One year after the bonbing, three
times as many residents of Oklahoma City reported increased
dri nki ng. Rescue workers in Cklahoma City experienced
el evated rates of substance abuse, depression and suicide.

(9) The New York State O fice of Al coholism and
Subst ance Abuse Services reports that demand for al cohol and
drug treatnent in New York City increased after the Septenber
11, 2001, attacks.

(10) Over 40 states in this nation and Canada have
i npl enented or are working to inplenment 211 in their
respective jurisdictions. Wile useful during times of
crisis, the inportance of 211 is greatest for response to
everyday inquiries about needs such as unenpl oynent
conpensation, health care and its coverage, nursing hones,
Wnen's Infants and Children (WC) program prenatal care and
many beneficial services from governnent and nongover niment al
agenci es.

(11) Many community groups also are viewng 211 as a
power ful neutral connecting point and 211 has provi ded help
to diverse popul ations, such as runaway chil dren, senior
citizens and parents |ooking for child care.

(12) In Pennsylvania, the Health and Human Servi ces Cal
Center, a smaller scale, centralized pilot of the 211

concept, has provided a 45% reduction in costs with a 25%
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1 increase in call productivity, serving nore needs with one
2 call. Intangible benefits include those for callers who do
3 not know whom t hey shoul d call

4 Section 3. Definitions.

5 The foll ow ng words and phrases when used in this act shal

6 have the neanings given to themin this section unless the

7 context clearly indicates otherw se:

8 "211." An abbreviated dialing code approved by the Federal
9 Communi cations Conmi ssion for access to health and human

10 services information and referral.

11 "Advi sory board" or "board." The 211 Advisory Board

12 established by this act.

13 "AIRS." The Alliance of Information and Referral Systens.
14 "Applicant.” A vendor experienced in providing information
15 and referral services that assist individuals in need of health
16 and human services to obtain assistance from appropriate

17 providers and organi zati ons.

18 "CGovernnmental units." The termshall include all cities,

19 regardless of their class, counties, municipalities, townships,
20 boroughs or other political subdivisions.

21 "Human Service Single Point of Contact." The agency-approved
22 first point at which calls for health and human services

23 assistance fromindividuals are answered, operated 24 hours a
24 day on every day of the year.

25 "Public agency."” The Commonweal th or a political

26 subdivision, public authority, municipal authority or any

27 organization located in whole or in part within this

28 Comonweal t h which provides or has the authority to provide

29 human services.

30 "Service |l evel agreements.” Levels, such as average speed of
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answer, at which services are provided through contract
agreenent between the Departnment of General Services and the
vendor .

Section 4. Duties of departnent.

The Departnent of CGeneral Services shall approve a single
per f or mance- based contract with an applicant that neets the
eligibility requirenents of this act. The contract shall be used
by the Department of Health to inplenent and adm ni ster 211
service to the citizens of this Commonweal t h.

Section 5. Eligibility requirenents.

An applicant shall do all of the follow ng:

(1) Agree to follow any policies, procedures or
st andar ds devel oped by the advi sory board.

(2) Provide a witten plan that details procedures to
assure network security, security of archival information
protection of health informati on and adherence to the Health
I nsurance Portability and Accountability Act of 1996 (Public
Law 104- 191, 110 Stat. 1936), appropriate anonymty and
confidentiality for 211 callers and data.

(3) Agree to establish a conprehensive and Statew de
system by the end of the third year of the contract and
ensure the provision of 24-hour, year-round tel ephone
information and referral services within one year of the
awar di ng of the contract.

(4) Wthin one year of funding:

(i) Denonstrate adherence to the AIRS or Nati onal

Standards for Information and Referral.

(ii) Have software capable of tracking call vol une,
nunber of abandoned calls, average speed of answering and

average call 1ength.
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(1i1) Denonstrate how the applicant will publicize
211 services and educate the public on an ongoi ng basis.

(iv) Provide direct access for the deaf to the 211
nunber and nultilingual accessibility either through
access to live translation or by using at |east 10%
information and referral specialists who are fluent in a
| anguage ot her than English, at |least half of whom shal
be fluent in Spanish.

(v) Have witten policies and procedures in place as
wel | as necessary software to nanage donati ons and
volunteers or witten agreenents wi th anot her agency that
provi des these services for them

(vi) Establish an Internet website that provides
accessible information and referral resources in formats
that are easily used by persons with disabilities.

Section 6. Subcontractors.

A 211 provider may subcontract for a specific service. It
shall be the 211 provider's responsibility to ensure through the
contract that the subcontractor follows all applicable
st andar ds.

Section 7. Request for proposal.

The departnent shall issue a request for proposal for
i ssuance of a single contract. The apportionnment of funding
under subcontracts shall be subject to approval by the
Depart ment of GCeneral Services.

Section 8. 211 Advisory Board.

(a) Establishnent.--The 211 Advisory Board is hereby
est abl i shed.

(b) Menbership.--Mnbers of the board shall be appointed by

the Secretary of Health. The board shall have at |east 16
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menbers and be conposed of critical stakeholders, including
busi ness, |aw enforcenent, private sector benefactors, State and
| ocal governnent, conmunity and charitabl e organizations and
information and referral experts. A m ninum of two nenbers shal
be citizen users of the 211 service and a m ni num of two nenbers
shall be providers who are users of the 211 service.

(c) Duties.--The duties of the board are as foll ows:

(1) Develop standards for service | evel agreenents.

(2) Devel op dat abase standards to include the annual
updat e of each active referral source.

(3) Develop follow up standards for the purpose of
eval uating the vendor's performance fromthe user's
per specti ve.

(4) Develop uniformreporting standards.

(5) Ensure that the contracting process covers the
entire State, so that every citizen can reach 211 through
their landline phone within the first year.

(6) Work toward cell phone coverage so that every
citizen can reach 211 through their cell phone.

(7) Require and approve appropriate call routing and
prioritization capacity to ensure calls are answered within
service | evel agreenents established under the contract.

(8) Approve a vendor-devel oped disaster recovery plan to
ensure that a seam ess systemw |l be in place to take calls,
regardl ess of the nature of the interruption.

(9) Wbrk in collaboration with the Departnent of
Community and Econom c Devel opnent, the Pennsylvani a
Emer gency Managenent Agency, the Pennsylvania Public Uility
Commi ssion, the Pennsylvania State Police and all State

agenci es providing health and human services. As necessary,
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this shall include the funding, through a nmenorandum of

under st andi ng, of key positions in health and human services

agenci es, including the Departnent of Health.

(10) Adopt and oversee a plan to inplenment the standards
in section 5 and devel op any standards, policies or
procedures necessary to run a Statew de networked 211 system

(11) Assure that funding is |inked to standards through
per f or mance- based contracti ng.

(12) Provide necessary technical assistance.

(13) Assist in the establishnent of a |ong-range plan to
assure that every Pennsylvani an has access to 211 within the
first year of enactnent of this act.

(d) Staffing.--The Departnment of Health shall provide
adequate staff to assist the board with its duti es.

Section 9. Appropriation.

The sum of $10, 000, 000 is hereby appropriated to the
Department of Health for the purpose of adm nistering this act.
Section 10. Public disclosure and confidentiality of

i nformation.

(a) Annual report of the board.--The annual report of the
board shall be a public docunent.

(b) Prohibition against release of information.--Neither the
publ i ¢ agency, nor any enpl oyee, agent or representative of the
Human Servi ce Single Point of Contact or public agency shal
di vul ge any information acquired with respect to any 211
service, its custoners, revenues or expenses, trade secrets,
commercial information and such other proprietary information
while acting or claimng to act as such enpl oyee, agent or
representative, and all such information is hereby required to

be kept confidential except that aggregations of informtion
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whi ch do not identify or effectively identify nunbers of
custoners, revenues or expenses, trade secrets, conmercial

i nformati on and such other proprietary information attributable
to any 211 services provider may be nade public.

Section 11. Inmunity.

(a) GCenerally.--No 211 services provider or its officers,
directors, enployees, agents or vendors shall be |iable to any
person for civil damages resulting fromor caused by such
providers', its officers', directors', enployees', agents' or
suppliers' participation in or acts, failures or om ssions in
connection with that participation in the devel opnent, design,
installation, operation, maintenance, perfornmance or provision
211 service, except for willful or wanton m sconduct.

(b) Release of information.--No 211 provider or its
enpl oyees or agents shall be liable to any person for rel easing
custoner information to the agency or to any 211 system public
agency or Human Service Single Point of Contact as required by
this act.

(c) Local governnmental immunity.--Any part of the 211 system
that is a |ocal agency shall enjoy |ocal governnmental immunity
as provided under 42 Pa.C.S. Ch. 85 Subch. C (relating to
actions against |ocal parties).

Section 12. Effective date.

This act shall take effect inmediately.
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