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Introduction 
 

2-1-1 Ashtabula County is an Information & Referral System that connects the community to 

valuable community, social service, and health and human service resources.  2-1-1 Ashtabula 

County uses the easy-to-remember three-digit telephone number which can be dialed 

anywhere in Ashtabula County to connect people in need with community, social, health and 

human service programs and resources. 

 

2-1-1 is at no charge to the caller and is available 24 hours per day/7 days per week. 

 

2-1-1 is available to all residents of Ashtabula County via landline and cell phone. If  for some 

reason you cannot connect to our service by dialing 2-1-1, call toll free 1-800-874-8545. 

 

2-1-1 is also available via the web so you can search all of our resources on your own at 

www.211ashtabula.org  

 

2-1-1 Ashtabula County is not new.  For more than 13 years, Community Action has been the 

formally designated agency providing the vital link connecting people in need to services to 

assist with practical problems in their lives.   

  

 

www.211ashtabula.org 

Alternate Phone- 1-800-874-8545                  

*Fax- (440)997-6162  

*Email- 211@accaa.org  

*PO Box 2610 *Ashtabula, Ohio 44005-2610 

2-1-1 Ashtabula County is a service of Ashtabula County Community Action Agency and is funded in 

part by…United Way of Ashtabula County, Ashtabula County Department of Job and Family Services-

TXX, Ohio Development Services Agency-CSBG, and the Ashtabula County Senior Services Levy 
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GUIDE TO POLICY & PROCEDURE STRUCTURE 
OVERVIEW 
Purpose 

This guide describes the structure and conventions used for the 2-1-1 Ashtabula County Policy 

and Procedure Manual. 

Naming/Coding Conventions 

211ASHCO -nnn.xx 

 YYYY – 4 digit year 

 nnn – 3 digit policy number 

 xx – 2 digit revision number 

 Example:  211ASHCO-001.00 

Revision number increments by 1 for each revision made to the policy.  

 Example:  .00, .01, .02, .03, etc. 

Policy Numbers 

001 – Service Delivery 

002 – Inclusion / Exclusion 

003 – Resource Database 

004 – Reports and Measures 

005 – Cooperative Relationships 

006 – Disaster Preparedness 

007 – Organizational Effectiveness 

Current Policies 

As of the creation of this guide, 2-1-1 Ashtabula County policies correspond to the AIRS standards.  

Should additional policies be needed, this list will be appended at that time.  
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SERVICE DELIVERY POLICY 
Policy Overview 
 

Policy 

Policy Number: 211ASHCO-001.02 

Related AIRS Standard(s): Version 7.0- Standards 1-6 

Reviewed Date: 12/20/2016 

Purpose 

This policy describes the functions essential for providing information and referral to an inquirer in response 

to a direct request for information by trained I&R specialists while supporting the mission of the I&R program. 

The functions outlined within this policy are focused on assuring access for all, accessibility requirements of 

the community and the communication preferences of inquirers. 

Review 

This policy will be reviewed annually in order to assure that the database continues to meet the needs of the 

community. 

Availability 

This policy will be made available through several means: 

Paper versions of this policy are available at the primary location of service provision.  That address is 6920 

Austinburg Road, Ashtabula, Ohio 44004 

Electronic versions of this policy are available at the service web site (www.211ashtabula.org) and the parent 

agency (Ashtabula County Community Action Agency) web site (www.accaa.org). 

 

 

 
 

http://www.211ashtabula.org/
http://www.accaa.org/
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SERVICE DELIVERY POLICY 
Assessment and Referral Provision 
 

1. The I&R service conducts a one-on-one assessment with the inquirer to determine and clarify the 

need; identify, select and deliver the appropriate resource and referral; and in situations where 

services are unavailable, engage in problem solving to help the inquirer identify alternative strategies.  

 

2. Through training and supervision, the I&R program ensures that trained staff provide barrier-free 

access to services and groups with special needs while making every effort to ensure that the service is 

accessible from all available telecommunications devices and mechanisms within its coverage area. 

 

3. The I&R service ensures coordination with other I&R providers that information and referral, through 

live answer, is available to the community at no cost to the inquirer, 24 hours per day, year round. 

 

 

 

4. When an inquirer contacts the I&R service via alternate means (non-phone call), all efforts will be 

made to respond to the request within 3 business days. 
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SERVICE DELIVERY POLICY 
Information Provision 
 

1. The I&R service clarifies the inquirer’s initial request for information as there may be an underlying or 

unstated problem. 

 

2. Re-contact is encouraged to verify information, make sure that the inquirer’s need was met and that 

the resource or information provided was accurate and sufficient. 

 

3. The I&R service accurately records the nature (disposition) of the inquiry, the problems/needs 

addressed and the organization discussed in the course of the inquiry.  
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SERVICE DELIVERY POLICY 
Methods of Access to Community Resource 
Information 
 

1. The I&R service provides community resource information in a variety of ways including supported 

access through an I&R specialist and independent access which allows end users to conduct their own 

searches without speaking to an I&R specialist.  

 

2. In situations where online information can be accessed, privacy policies shall be clearly displayed and 

reflect the general trends in “cyber-ethics”. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Policy & Procedure Manual  211-ASHCO– Page 5 

SERVICE DELIVERY POLICY 
Inquirer Advocacy 
 

1. As part of a Community Action Agency, this I&R service offers advocacy when necessary to ensure that 

people receive the benefits and services for which they are eligible. 

 

2. Inquirer advocacy seeks to meet individual needs without attempting to change social institutions and, 

for purposes of these standards, does not include system advocacy or legislative advocacy (lobbying). 

 

3. Advocacy efforts are conducted only with the permission of the inquirer. 

 

4. The I&R service records the fact that advocacy was conducted for use in reports.  
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SERVICE DELIVERY POLICY 
Inquirer Advocacy Procedure 
 
POLICY REFERENCE 

Policy Number: 211ASHCO-001.02 

Related AIRS Standard(s): Version 7.0 

PROCEDURE 

Effective Date: 8/1/2016 

Purpose 

This procedure describes the steps 2-1-1 Ashtabula County staff will take when Advocacy is required on behalf 

of an Inquirer. 

Review 

This policy will be reviewed annually in order to assure that the procedures meet the needs of the caller and 

are compliant with AIRS Standards. 

Procedure 

5. Staff will take the following steps when performing advocacy: 

a. Recognize a customer’s need for additional assistance 

b. Identify the issue 

c. Analyze the issue 

d. Determine the best solution to resolve the issue 

e. Create a plan to achieve the solution to the issue 

f. Implement the plan 

g. Communicate the results to the customer 

h. Document the entire case – customer, issue, plan, resolution and communication 
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6. Advocacy efforts may include any of the following: 

a. Making the initial contact with a service provider to verify eligibility or service availability, and 

notify them of the inquirer’s forthcoming contact or schedule an appointment.  

b. Initiating a warm transfer, i.e., using 3-way calling to contact an agency and introduce the 

inquirer and their situation before ending their participation in the call. 

c. With the service provider’s permission, listening in on a call or sitting in on an interview while 

the inquirer attempts to explain the situation, providing assistance only when necessary. 

d. Representing the inquirer with a service provider. 

e. Negotiating on behalf of the inquirer and, when necessary, escalating the intervention by 

speaking with a senior manager regarding the inquirer’s situation. 

7. Below is a diagram illustrating the Advocacy Process which will be used to train all 2-1-1 Ashtabula 

County staff.   
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SERVICE DELIVERY POLICY 
Crisis Intervention 
 

1. The I&R service is prepared to assess and meet the immediate, short-term needs of inquirers who are 

experiencing a crisis and contact the I&R service for assistance. 

a. Threatening suicide 

b. Homicide or assault 

c. Suicide survivors 

d. Victims of domestic abuse or other forms of violence 

e. Child abuse/neglect 

f. Elder/dependent abuse/neglect 

g. Sexual assault survivors 

h. Runaway youth 

i. People experiencing a psychiatric emergency 

j. Chemically dependent people in crisis 

k. Survivors of traumatic experience 

l. Others in distress 

 

2. Crisis Intervention will be handled by type of situation using the protocol placards.  

 

 

3. If the I&R service does not itself provide a formal crisis intervention service, it has a prearranged 

agreement and documented protocol with an appropriate crisis center that does. 

 

 

4. The I&R service uses 9-1-1 service to connect with rescue services. 

 

5. The I&R service records the fact that crisis intervention was provided for use in reports 
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SERVICE DELIVERY POLICY 
Follow-Up 
 

1. The I & R service has a policy that addresses the conditions under which follow-up must be conducted. 

The policy mandates follow-up, when feasible, with inquirers who are at risk and/or vulnerable and in 

situations where the specialist believes that inquirers do not have the necessary capacity to follow 

through and resolve their problems. Additional assistance in location or accessing services may be 

necessary. 

 

 

2. Follow-up is conducted with the permission of the inquirer, usually within 1-3 days of the original 

inquiry in cases of endangerment and within 7-14 days in other situations. 

 

3. The primary purpose of the follow-up is for the benefit of inquirers to see if their needs were met and 

if not, why. 

 

4. The secondary purpose of the follow-up is to verify information in the resource database. 

 

5. The third purpose of the follow-up is to provide an additional opportunity to meet an inquirer’s need. 

 

6. The I&R service documents the follow-up results for use in reports 

 

7. Follow-up results are submitted to resource database staff for verification and correction 

 

8. Follow-up results should be used as a further means of evaluating the effectiveness of existing 

community service providers and for identifying gaps in community services. 
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CONFIDENTIALITY POLICY 
Policy Overview 
 
Policy 

Policy Number:  211ASHCO-002.00 

Related AIRS Standard(s):  Version 7.0 – Standard 1 

Reviewed Date:  12/20/2016 

Purpose 

This policy describes the importance of confidentiality when providing information and referral to an inquirer. 

The items outlined within this policy are focused on assuring the privacy of all inquirers requesting/obtaining 

information and referral from 2-1-1 Ashtabula County; provisions for protecting and maintaining as confidential 

data collection forms and inquirer information;  restrict identifying information to those in the collaboration part of a 

cooperative where information is shared; and cases involving independent access except where disclosure is required 

by law or court order, explicit permission has been secured from the person to do so and documented, or the 

person is in danger of harming him or herself or another. 

 

Definition 

For the purposes of this policy “confidentiality” will be defined as follows:  The requirement that 2-1-1 

Ashtabula County will protect the privacy of the inquirer and will only disclose identifying information (e.g., 

name, address, telephone number, Social Security Number/Social Insurance Number) that makes personal 

identification possible about inquirers, their requests and the resources given to them under specified 

circumstances.  Information about an inquirer must not be shared with others unless disclosure is required by 

law or court order, explicit permission has been secured from the person to do so and documented, or the 

person is in danger of harming him or herself or another. 

 

Review 

This policy will be reviewed annually in order to assure that the confidentiality of inquirers is protected.  Staff 

will review and sign the Confidentiality Statement annually to ensure that they are in compliance with the 

policy.  
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CONFIDENTIALITY POLICY 
Client Information 

 
1. 2-1-1 staff, as well as others (volunteers, interns, auditors, etc.) with access to confidential information 

will review and sign a Confidentiality Statement annually to ensure compliance with the policy. 

 

 

2. Client/customers records and information are not to be discussed other than as a necessary exchange 

of information to provide service. 

 

 

3. 2-1-1 Ashtabula County does not employ any means of automated collection of caller information.  Any 

personal information needed for inquiry processing will be requested directly from the inquirer.  

Service will be provided regardless of whether or not an inquirer provides any personal information. 

 

 

4. Regarding domestic violence or other endangerment situations, staff will follow the protocol 

addressing confidentiality of inquirer information found in the Crisis Intervention Manual. 

 

 

5. In cases where data is provided to outside organizations: 

a. 2-1-1 Ashtabula County will have provisions to protect and maintain the confidential data and 

inquirer information so that outside organizations will receive only aggregate data. 

b. In collaborative efforts where data sharing is agreed, identifying information will be restricted 

to those in the collaboration. 

 

 

6. When information is accessed independently, where online information can be gathered, relevant 

legislation is observed and information about individual activities is only made available in aggregate 

form. Privacy policies are clearly displayed and reflect the general trends in "cyber-ethics".   
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INCLUSION / EXCLUSION POLICY 
Policy Overview 
 

Policy 

Policy Number:  211ASHCO-003.01 

Related AIRS Standard(s):  Version 7.0- Standard 7 

Reviewed Date:  12/20/2016 

 

Disclaimer 

Inclusion within the 2-1-1 Ashtabula County database does not imply endorsement and exclusion from the 2-

1-1 Ashtabula County database does not imply disapproval. 

All information contained within the 2-1-1 Ashtabula County database is provided by each organization with 

entries in the database. 

Purpose 

This policy provides the criteria for inclusion in the resource database maintained by 2-1-1 Ashtabula County.  

The 2-1-1 Ashtabula County database will contain community, social, health and human services resources 

available to the residents of Ashtabula County. 

As defined within the AIRS (Alliance of Information and Referral Systems) Standards and Quality Indicators – 

Version 7: 

Human Services: The activities of human services professionals that help people become more self-
sufficient, prevent dependency, strengthen family relationships, support personal and social 
development and ensure the well-being of individuals, families, groups and communities. Specific 
human services include ensuring that people have access to adequate food, shelter, clothing and 
transportation; financial resources to meet their needs; consumer advice and education; criminal 
justice or legal services; education and employment; health and mental health care including 
substance abuse services; and environmental protection; both routinely and in times of disaster or  
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other emergencies. Human services also facilitate the capabilities of people to care for children or 
other dependents; ensure that protective services are available to those who are vulnerable; provide 
for the support of older adults and people with disabilities; offer social, religious, and leisure time 
activities; provide for the cultural enrichment of the community; and ensure that people have the 
information they need to fully participate in community life.  

 

Review 

This policy will be reviewed annually in order to assure that the database continues to meet the needs of the 

community. 

 

Availability 

This policy will be made available through several means: 

Paper versions of this policy are available at the primary location of service provision.  That address is 6920 

Austinburg Road, Ashtabula, Ohio 44004 

Electronic versions of this policy are available at the service web site (www.211ashtabula.org) and the parent 

agency (Ashtabula County Community Action Agency) web site (www.accaa.org). 

 

Service Standards 

Where licensing standards for a given field of service are known to exist, only those agencies that meet these 

standards may be included in the 2-1-1 Ashtabula County database.  Agencies will be required to send copies 

of their licensing with their application for inclusion in the resource database. 

 

 

 

 

 

 

 

http://www.211ashtabula.org/
http://www.accaa.org/
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INCLUSION / EXCLUSION POLICY 
Inclusion Criteria 
 
1. Service must provide a community, social, health or human service to the residents of Ashtabula 

 County. 

2. Service must be classified as one of the following categories 

 a. Non-profit organization which provides, coordinates and/or advocates for community, social,  

  health and human services 

 b. Government entities:  organizations and/or elected representatives 

 c. School Districts, Boards of Education or Colleges and Universities 

 d. Hospitals or health care facilities 

 e. Community groups and points of interest/recreational 

 f. Self-help and/or support groups 

 g. For-profits that offer free services 

 h. For-profits that offer essential services not available from a non-profit source 

3. Organization must have a demonstrated continued operation for a minimum of six (6) months.  

 Exceptions may be made for “one-time” events offering services to Ashtabula County residents.  
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INCLUSION / EXCLUSION POLICY 
Exclusion Criteria 
 
1. For-profit entities that do not meet the inclusion criteria. 

2. Private practitioners that do not meet the inclusion criteria. 

3. Entities that deny service or engage in discriminatory practices. 

4. Entities that violate local, state, or federal laws or regulations. 

5. Entities that misrepresent their services in any way. 

6. Entities that are not licensed in areas where licensing standards exist. 

7. Entities that provide services only to members. 

8. Entities that provide free or low-cost services whose primary purpose is to market their main for-profit 

 business. 

9. Entities that fail to respond to update requests. 
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INCLUSION / EXCLUSION POLICY 
Appeals Process 
 
Any organization may appeal a decision to be included in or excluded from the 2-1-1 Ashtabula County 

database.  A letter may be sent to the address listed below within thirty (30) days of the decision.  For 

exclusions from the database, the letter should outline information related to the exclusion issue and any new 

information that addresses that issue.  If an organization does not want to be listed in the 2-1-1 Ashtabula 

County database, they may also write a letter expressing as much. 

2-1-1 Ashtabula Database Appeal 

P.O. Box 2610 

Ashtabula, Ohio  44004-2610 
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RESOURCE DATABASE POLICY 
Policy Overview 
 

Policy 

Policy Number:  211ASHCO-004.01 

Related AIRS Standard(s):  Version 7.0- Standards 8-12 

Reviewed Date:  12/20/2016 

 

Purpose 

This policy provides the criteria and/or expectations related to the resource database.  This policy covers the 

issues of data contained in the resource database, classification of that data, managing that data, searching for 

that data and data maintenance. 

Review 

This policy will be reviewed annually in order to assure that the database continues to meet the needs of the 

community. 
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RESOURCE DATABASE POLICY 
Data Elements 
 
As stated in the AIRS standards, the resource database will contain a standardized set of data elements.  That 

set of data elements is included in the AIRS standard.  2-1-1 Ashtabula County will use that listing to determine 

what data it will collect as well as what data it will include in the resource database.  The agency resource 

survey form will also reflect all required data elements. 

Data Element Listing 

Agency / Main Site 

 Unique ID Number 

 Record Ownership Code 

 Agency Name 

 AKA Name 

 Street / Physical Address 

 Mailing Address 

 Website(s) / URL(s) 

 Email Address(es) 

 Phone Number(s) 

 Name and Title of the Director or Administrator 

 Agency Description 

 Main Site Description 

 Administrative Hours / Days of Operation 

 Legal Status 

 Access for People with Disabilities 

 Date of Last Complete Update 

 Date of Last Interim  Modification / Partial Update 

 Contact for Updating Process  

 Federal Employer Identification Number (EIN / FEIN) 

 Licenses of Accreditations 

 IRS Status 

 Travel Information 

 Other Addresses 

 Social Medial URLs 
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Location Data Elements 

 Unique ID Number 

 Site Name 

 AKA Names 

 Street / Physical Address 

 Mailing Address 

 Phone Numbers 

 Site Description 

 Travel Information 

 Other Addresses 

 Website(s) / URL(s) 

 Email Address(es) 

 Administrative Hours / Days of Operation 

 Name and Title of the Site Manager 
 

Service / Service Group Data Elements 

 Program / Service Name 

 AKA Names 

 Service Group Name 

 Service Group Description 

 Phone Numbers 

 Eligibility 

 Target Populations 

 Geographic Area Served 

 Documents Required 

 Application / Intake Process 

 Fee Structure 

 Languages Other Than English 

 Hours of Service 

 Taxonomy Term(s) 

 Website(s) / URL(s) 

 Email Address(es) 

 Title of the Service Contact Person 

 Service Capacity and Type 

 Method of Payment Accepted 
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RESOURCE DATABASE POLICY 
Classification System / Taxonomy 
 
2-1-1 Ashtabula County maintains an annual subscription to the AIRS/2-1-1 LA County Taxonomy product.      

2-1-1 Ashtabula County will participate in any statewide efforts that require customization of the taxonomy 

inclusive of inactivating terms and developing procedures to use only certain appropriate terms given a need. 

2-1-1 Ashtabula County does not do much customization to the taxonomy.  The major customization made has 

been the implementation of disaster based taxonomy customizations requested by Ohio AIRS.  Due to the 

limited number of resources, 2-1-1 Ashtabula County uses the following guideline instead of customizing the 

taxonomy. 

2-1-1 Ashtabula County will not make any local modifications to the taxonomy.  If a modification is needed 

(such as an additional term), the taxonomy authority will be contacted directly and a request for either 

clarification or a term addition will be made. 

When indexing a resource, the taxonomy term chosen must be the most and least specific term available that 

is appropriate.  Indexers should try to stay at no lower than the 4th level of taxonomy, but know that the 5th 

level may be appropriate at times.  For the most part, the 3rd level of taxonomy will suffice for Ashtabula 

County resources.  Any consideration of using the 1st or 6th level of taxonomy to index a record must be 

discussed with the team 

2-1-1 Ashtabula County will only use software that is fully integrated with the AIRS / 2-1-1 LA County 

Taxonomy.  Additionally, that software must incorporate any updates made by AIRS / 2-1-1 LA County on a 

regular basis. 

. 
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RESOURCE DATABASE POLICY 
Content Management and Indexing 
 

 2-1-1 Ashtabula County currently uses iCarol by CharityLogic to catalog resources 

 Training elements 

o Human service delivery system 

o Public Sector vs Private Sector 

o Government vs Non-profit vs For profit 

o Major area service providers 

 2-1-1 Ashtabula County currently uses the style guide created by Ohio AIRS dated 9/22/2010 

 Resource Specialists will document the structure of a resource prior to making an entry for it into the database 

 Resource Update content 

o Update info request 

o Diagram of Provider / Site / Service 

 If a provider, site or service name includes “The,” “A” or “An” it will be appended to the name within 

parenthesis. 

 All information entered into the database will be accurate 

 Descriptive narrative will be written for each provider, site or service.  Narrative will be written concisely and 

only contain information relevant to the provider, site or service being written about.  Resource Specialists shall 

not make judging statements (editorializing) about a provider, site or service within the narrative. 

 Indexing Process 

o Identify all relevant services 

o Search 211taxonomy.org web site for appropriate taxonomy term(s) 

o Decide which term best describes the service 

 Identify the primary service 

 Try to use only one(1) taxonomy term per service 

 Never use more than one(1) taxonomy term from the same branch of the taxonomy 

 If more than one(1) taxonomy term seems appropriate, look at breaking service into   

 multiple services 

 If service is truly one service with multiple appropriate terms, best course will    

 be discussed for final decision of multiple terms to be used 

o Search 211taxonomy.org for appropriate target population (Y code) 

o Decide which, if any, Y codes are appropriate for the service 

 Unless specifically noted by a provider or known information, all resources will be coded as an Ashtabula County 

resource for geographical purposes.  If a resource offers services beyond Ashtabula County, the additional 

counties will be included in the service area.   If a resource has geographical constraints that exceed the capacity 

of the resource software, an alternate system will be developed. 

 Consistency and accuracy is a critical component of all entries in the resource database 
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RESOURCE DATABASE POLICY 
Target Term Usage 
 

Target terms shall only be assigned to resources that cater to seniors.  The Y code to use is YB-8000 – Older 

Adults.  Exceptions may be made to this policy in the case of including other target populations when deemed 

necessary. 
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RESOURCE DATABASE POLICY 
Database Search Methods 
 
Resource database software used by 2-1-1 Ashtabula County will employ all relevant search methods as noted 
by the AIRS standards.  These methods currently include searching by provider or service name, searching by 
topic / issue, searching by target group and searching within geographic areas. 
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RESOURCE DATABASE POLICY 
Database Maintenance 
All records within the 2-1-1 Ashtabula County resource database will be reviewed on an annual basis.  
Agencies considered to be within the group of “top 25 referrals” will be reviewed at a minimum of every six (6) 
months. 
 
As changes to the database are requested, they will be vetted prior to entry in the resource database.  Any 
changes should also include an indication of approval from an entity administrator. 
 
After a resource meets the Inclusion Criteria, a resource survey must be completed prior to entering any new 
resources into the resource database.  This information must then be vetted by a resource specialist. 
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RESOURCE DATABASE POLICY 
State and Federal Governmental Entity Updating 

The official entity web site will be used as the basis for all entity provider, site and service records in the 

resource database.  All phone numbers gleaned from the official entity web site will be verified to be working 

and effective by placing test calls to those phone numbers.  If during that test call a connection to a 

representative of the entity is made, an attempt to verify the address information and service information will 

be made. 

If a contact point is able to be established at a State or Federal Governmental Entity, that contact point should 

be used in lieu of the official web site.  Every effort should be made to establish a contact point as that is the 

preferable means for update.  If efforts to reach a contact point at the entity are unsuccessful; the entity will 

be updated via on-line information. 
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RESOURCE DATABASE POLICY 
Record Storage, Retention, and Rights of Usage 
 

Database records are stored in an online database (iCarol). 

Also, during the resource cataloging or updating process, a resource is documented on a paper form.  That 

form is filed and retained until the next updated form is acquired during the resource database update (either 

annual or periodic).  An electronic version of that form is also updated with any new information and retained 

on the Agency file server.  That form is then used for the next resource update process. 

On the resource database update forms, one of the pages is an Organizational Consent Form that the person 

completing the form must sign.  On that form the following verbiage is present: 

 I understand the information I have provided on the enclosed documents will be included in the 2-1-1 

Ashtabula County resource database.  I understand that this information will be used on the 2-1-1 

Ashtabula County online web portal and may be used in printed publications. 

 I also acknowledge that 2-1-1 Ashtabula County reserves the right to edit the information for brevity, 

clarity and content. 

 I certify that I am authorized to give this consent and also make the updates contained within these 

documents. 

  



 

Policy & Procedure Manual  211-ASHCO– Page 27 

REPORTS AND MEASURES 
Policy Overview 

Policy 

Policy Number: 211ASHCO-005.00 

Related AIRS Standard(s): Version 7.0- Standards 13 & 14 

Reviewed Date: 12/20/2016 

Purpose 

This policy generates valuable information about the problems/needs of a community and the availability of 

resources to meet those needs. The Reports and Measures standards describe the requirements for the 

collection, analysis and dissemination of data within the community and recognize that inquirers have the 

right to withhold information. 

Review 

This policy will be reviewed annually in order to assure that the database continues to meet the needs of the 

community. 

Availability 

This policy will be made available through several means: 

Paper versions of this policy are available at the primary location of service provision.  That address is 6920 

Austinburg Road, Ashtabula, Ohio 44004 

Electronic versions of this policy are available at the service web site (www.211ashtabula.org) and the parent 

agency (Ashtabula County Community Action Agency) web site (www.accaa.org). 

 

 

 
 
 

http://www.211ashtabula.org/
http://www.accaa.org/
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REPORTS AND MEASURES 
Inquirer Data Collection 
 

1. The I &R service establishes and uses a secure, computerized system for collecting and organizing 

inquirer data.  The primary goal of data collection is to: 

a. Obtain enough information about the inquirer to help them address and/or resolve their 

problem 

b. Facilitate appropriate referrals and provide a basis for describing requests for service and 

unmet needs 

c. Identify service gaps and overlaps, unmet and met needs, and trends in community service 

provisions 

d. Assist with needs assessments 

e. Support the development of products 

f. Identify issues for staff training 

g. Facilitate the expansion of the resource database 

h. Determine funding allocations  

i. Conduct research  

j. Collect demographic data 

k. Track website visitation and impact of marketing tools and plan 

 

2. The I&R service will maintain documentation on all inquiries with specific data sets defined and made 

available for reporting purposes. Said reporting will be based on agency policy and local, 

state/provincial and/or national requirements.  Inquirer data is always made available in aggregate 

form to protect the confidentiality of individual inquirers. 

 

3. The I&R service will not collect the following identifying information from inquirers: Social Security 

Numbers, race/ethnicity, sexual orientation, or religious preference.  This is not an all-inclusive list, 

other discriminatory identifiers will not be collected and will be added to this list in the future. 
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COOPERATIVE RELATIONSHIPS POLICY 
Policy Overview 
 

Policy 

Name:  Cooperative Relationships Policy 

Policy Number:  211ASHCO-006.01 

Related AIRS Standard(s):  Version 7.0- Standards 15 & 16 

Reviewed Date:  12/20/2016 

Purpose 

This policy outlines the cooperative relationships to be established and maintained by 2-1-1 Ashtabula County 

at all levels relevant to ensure effective service delivery.  Key collaborations must occur with I&R services at 

the local, regional, state and national levels, as well as within the community. 

Review 

This policy will be reviewed annually in order to: 1. Assess the need for changes to remain in compliance with 

any laws or regulations related to included standards, 2. Review the entities for the establishment of any 

potential new relationships necessary, and 3. Assure that the cooperative relationships are in place to 

facilitate effective I&R service delivery. 

Service Standards 

Where Agency policies, accreditation regulations or applicable laws for a given item are known to exist, 2-1-1 

Ashtabula County will ensure that they are in compliance and accordance. 
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COOPERATIVE RELATIONSHIPS POLICY 
Cooperative Relationships Within the I&R System 
 
2-1-1 Ashtabula County, the designated, comprehensive I&R provider for Ashtabula County, has developed 
respectful and coordinated working relationships with existing I&R resources in order to: maximize utilization; 
avoid duplication of efforts; and encourage seamless access to community resource information. 

2-1-1 Ashtabula County and/or Community Action participates in ongoing efforts to identify I&R needs, 
develop priorities for development of I&R program, facilitate and initiate new cooperative service agreements, 
and is active in decision making that addresses community-wide I&R issues and advocates for sustained 
funding for I&R activities. 

In Ashtabula County we have identified the following specialized I&R services and our working relationships 
with them are outlined in writing.   

Starting Point- Child Care Resources 

Help Hotline- Crisis Intervention Service 

9-1-1 and the Emergency Management Agency 

Ohio Department of Aging- Nursing Home Report Card 

Where a specialized database exists, 2-1-1 Ashtabula County refers individuals to the specialized I&R.   

2-1-1 Ashtabula County contracts with a neighboring I&R called Help Hotline, to provide after-hours coverage. 

As part of the State Association, Ohio AIRS, we collaborate with other I&R services to assess network-wide 
issues regarding regulations, communication and technology issues, funding initiatives or opportunities, staff 
training, and important changes to resources offered to citizens at the state-wide level.  Through the 
association we have established reciprocity procedures ensuring callers who reach 2-1-1 Ashtabula County but 
who live in another county will be provided the number to reach the appropriate I&R center in that area.   

Regionally, 2-1-1 Ashtabula County maintains open communication with neighboring I&R’s to ensure 
seamless, cross-service coordination, peer assistance, procedural recommendations, weather and disaster 
related event protocol, etc. common to the region.  Where feasible, public relations and marketing efforts are 
coordinated for consistent messaging.   
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COOPERATIVE RELATIONSHIPS POLICY 
Cooperative Relationships With Service Providers 

Ashtabula County has an extensive array of local human service providers and 2-1-1 Ashtabula County is a key 

component of the integrated service delivery system.  The service ensures people have easy, timely access to 

the most appropriate providers. 

Constant communication with various social and human service providers enables 2-1-1 Ashtabula County 

operators to provide accurate referrals to needed services and resources.  Joint service delivery or 

coordination is established to streamline and eliminate barriers to access, and avoid unnecessary delays. 2-1-1 

Ashtabula County works cooperatively with local partners on issues of critical community impact, and 

participates in and/or initiates community-wide data collection, analysis and reporting activities.  Where 

possible, we collaborate with local entities to produce directories, brochures, lists, and special compilations of 

resources.  Additional areas of collaboration include public relations, marketing, and staff training.  I&R staff 

attend other trainings offered by/for social, human, government, or community services and also invite those 

entities to attend trainings sponsored by, hosted, or arranged by 2-1-1 Ashtabula County. 

Specifically, training opportunities and supportive functions at the Agency level within Ashtabula County 

Community Action Agency as well as relevant committee or group endeavors, are coordinated and maximized. 
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DISASTER PREPAREDNESS 
Policy Overview 

Policy 

Policy Number: 211ASHCO-007.01 

Related AIRS Standard(s): Version 7.0- Standards 17-23 

Reviewed Date: 12/20/2016 

Purpose 

This policy describes the standard requirements an Information and Referral (I&R) service must meet in order 

to connect people to critical resources before, during, and after times of disaster. The I&R service will: assess 

and provide referrals for inquirers who are experiencing a crisis due to a disaster of natural or human origin, or 

who want to offer assistance; develop an emergency operation and business contingency plan to continue 

providing services if it’s building is damaged or destroyed; and support its ability to accumulate, validate and 

disseminate accurate disaster-related information.   

Review 

This policy will be reviewed annually in order to assure that the database continues to meet the needs of the 

community. 

Availability 

This policy will be made available through several means: 

Paper versions of this policy are available at the primary location of service provision.  That address is 6920 

Austinburg Road, Ashtabula, Ohio 44004 

Electronic versions of this policy are available at the service web site (www.211ashtabula.org) and the parent 

agency (Ashtabula County Community Action Agency) web site (www.accaa.org). 

 

 

 
 

http://www.211ashtabula.org/
http://www.accaa.org/
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DISASTER PREPAREDNESS POLICY 
Emergency Operations and Business Contingency Plan  
 

1. The I&R service maintains a written disaster plan to address incidents common to the geographical & 

service area. The plan has two components: 

a. Emergency Operations – defines what constitutes a disaster as well as the organization’s 

response expectations 

b. Continuity of Operations Plan (COOP)- references emergency preparedness and mitigation 

activities 

 

2. The I&R service has written policies and procedures that address specific types of emergencies to 

ensure that the organization’s mission-essential functions continue in the event the service area is 

threatened or incapacitated. Procedures for contacting emergency personnel and evacuation, if 

necessary, are included in the written outline.  

 

3. While maintaining critical contact and infrastructure information, each staff member is trained on their 

roles and responsibilities and the internal procedures that exist to maintain the continuity of services 

and resources before, during, and after an emergency.  
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DISASTER PREPAREDNESS POLICY 
Formal Relationships with Government and Private 
Sector Emergency Operations and Relief Agencies  
 

1. The I&R service will establish relationships recognizing the integral part 2-1-1 Ashtabula County will 

play in Ashtabula County’s emergency preparedness and response network. 

 

2. The I&R service will research and document the control structure for Ashtabula County and outline the 

respective roles in the response, relief and recovery phases of disaster. 

 

3. While maintaining a list of appropriate government (formal) and private sector (informal) emergency 

operations and relief entities, our I & R service will develop and secure formal agreements that outline 

the roles and responsibilities of each party.   

 

4. A list of community meetings will be created in which participants address plans for disaster 

preparedness, mitigation, response, relief, and recovery. Our I&R service will develop a schedule for 

attendance and participation in said meetings as deemed appropriate.  
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DISASTER PREPAREDNESS POLICY 
Disaster Resources  

1. The I&R service develops, maintains and/or uses an accurate, up-to-date computerized resource 

database that contains information about available community resources that provide services in times 

of disaster. Database records include descriptions of the services organizations provide and the 

conditions under which services are available; and are indexed and accessed using the Disaster Services 

section of the AIRS/211 LA County Taxonomy of Human Services.  The resource database will include 

information about permanent local, state/provincial and federal disaster-related resources, i.e., 

organizations with both a formal and informal role in emergency response, a clearly defined disaster 

mission and/or a history of providing services during previous incidents.   

a. Examples of organizations that provide a formal response include: 

i. Emergency Management Agency (EMA) 
ii. First Responders 

1. Fire Department, Local Police Department 
iii. Red Cross 

b. Examples of organizations that provide an informal response include: 

i. Humane Society/APL 
ii. YMCA 

iii. Local Churches & Community-based Organizations 
 

2. The I&R service will initiate/maintain formal relationships with appropriate entities via a Memorandum 

of Understanding (MOU) and will initiate/maintain communication strategies with each organization so 

before, during and after a disaster, changes in location or offerings can be properly disseminated to the 

community in real time. 

 
3. The I&R service will utilize an Information Management System (IMS) to respond to inquiries stemming 

from the media, community, and employees. 

 
4. The I&R service enables staff from other agencies to use the resource database to provide service 

delivery or resource database maintenance support by using the Disaster Services section of the 

AIRS/211 LA County Taxonomy of Human Services to index disaster-related services. (Additional 

classification structures such as keywords may supplement the Taxonomy, but must be connected to 

the Taxonomy rather than functioning as independent indexing systems.)  The classification taxonomy 

system in the database will index disaster-related services and resources.  

 
a. For example, use the word “emergency” when searching “Search for Matching Providers and 

Service Names” to index all local emergency response agencies.   
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DISASTER PREPAREDNESS POLICY 
Disaster- Related I&R Service Delivery  
 

1. The I&R service will maintain adequate staffing to the community during (when appropriate) and 

following a disaster or other emergency to meet potential increases in inquirer needs and has a written 

plan for providing disaster stress debriefing for all staff. 

 

2. The I&R service has a written protocol for staff who are assigned to provide information and referral at 

local assistance centers (LACs) or other off-site locations.  The written protocol includes provisions for 

relocation of staff and/or redirection of calls as deemed appropriate. 

 

3. I&R specialists are trained in the skills needed to respond effectively to people in crisis.   

 

4. Our I&R specialists understand the government emergency response service delivery system, the types 

of services people typically need following disaster, and the organizations that generally provide them. 
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DISASTER PREPAREDNESS POLICY 
Disaster-Related Inquirer Data Collection / Reports 
 
1. Calls relating to a disaster will be coded as “Disaster Call” within the call reporting software. 

2. Disaster related resources will be coded with taxonomy determined/customized by Ohio AIRS. 

3. Upon conclusion of a disaster event, aggregate reporting on disaster-related referrals will be compiled 

 and distributed to relevant community members. 

4. Upon conclusion of a disaster event, an after action report will be compiled upon request or 

 determined need. 
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DISASTER PREPAREDNESS POLICY 
Disaster Related Technology Requirements 
 
1. Email is available to all staff of Community Action.  The email provider has built in redundancy and is 

 located out of the area of service provision. 

2. Service agreements with vendors for time of disaster. 

 a. Windstream 

 b. Time Warner Cable 

 c. CharityLogic- iCarol Software 

3. Community Action has established a protocol with Windstream for forwarding calls to a location of our 

 choosing to be used if/when our facility is not available. 

4. Resource referral making and tracking software must be web based software.  This software will be 

 available from any location able to access the internet. 

5. A risk assessment of the 2-1-1 Ashtabula County facility will be conducted annually.  This assessment 

 will be comprised of identifying whether or not there are any vulnerabilities at the facility and 

 determining how to eliminate any such vulnerabilities. 

6. All critical systems within the network closet are supported by Uninterruptible Power Supplies (UPS). 

 Long term operations during a power outage will either be conducted at a site located outside of the 

 area affected by the power outage or transferred to a vendor that provides outside of business hours 

 coverage for the service. 

7. Communications during a disaster event with Agency staff will be handled through the telephone.  An 

 Agency phone tree and process has been established and is reviewed and updated quarterly. 

8. The Agency phone system is available via remote access.  Any necessary changes of the phone system 

 can be made remotely. 
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DISASTER PREPAREDNESS POLICY 
Disaster Training and Exercise  
 

1. The I&R service will maintain adequate staffing to the community during (when appropriate) and 

following a disaster or other emergency to meet potential increases in inquirer needs and has a written 

plan for providing disaster stress debriefing for all staff.  Each operator will be assigned specific roles 

and responsibilities and the disaster-related training manual for operators will be updated on a regular 

basis. More importantly, the language of an I&R Operator’s job description will be coordinated with 

the special skills, aptitudes and information needed in order to perform appropriate disaster-related 

responses to diverse populations 

 

2. The I&R service has a written protocol for staff who are assigned to provide information and referral at 

local assistance centers (LACs) or other off-site locations.  The written protocol includes provisions for 

relocation of staff and/or redirection of calls as deemed appropriate as well as training on the 

organization’s in-house disaster preparedness procedures and specific protocols for staff. 

 

3. I&R specialists are trained in the skills needed to respond effectively to people in crisis and are able to 

respond to different audiences with information specific to their interests and needs. Each operator 

will be capable of responding to diverse callers asking, “How does it affect me?” and have applicable 

resources for people in crisis that address their specific need (e.g., individuals with disabilities, 

language barriers, cultural differences).   

 

4. The I&R service will create applicable scripts that respond to different situations with specific messages 

for a diverse caller pool or audience and hire and train diverse staff and volunteers who represent the 

various populations that we would be serving in a time of disaster or crisis. 

 

5. As part of a “volunteer surge” plan, the I&R service will create an on-call list of trained staff or 

volunteers from the agencies that are already serving special populations and will seek out local 

volunteer agencies to begin the process of familiarizing them with 2-1-1 processes and procedures. The 

service will recruit and train diverse volunteers who represent the various populations that we would 

be serving in a time of disaster or crisis that would enable to be effective in a short period of time 

(during a disaster). 
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6. Our I&R specialists understand the government emergency response service delivery system, the types 

of services people typically need following disaster, and the organizations that generally provide them.  

 

7. Within the scope of our disaster services role, the I&R service will identify and assess resources needed 

for responding to emergencies, continuing business operations and communicating during and after an 

incident.  The service will utilize the Emergency Mock Exercise After Action Evaluation to review and 

make necessary changes.  Periodic discussion with local EMA officers and community response teams 

will be held to determine opportunities for improvement to disaster response. 
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ORGANIZATIONAL EFFECTIVENESS POLICY 
Policy Overview 
 

Policy 

Name:  Organizational Effectiveness Policy 

Policy Number:  211ASHCO-008.01 

Related AIRS Standard(s):  Version 7.0- Standards 24-29 

Reviewed Date:  12/20/2016 

Purpose 

This policy describes the organizational aspects of governance and administration necessary for the effective 

operation of the 2-1-1 Ashtabula County service.  The 2-1-1 Ashtabula County Organizational Effectiveness 

Policy will cover the governance structure, technology, personnel considerations and training, outreach and 

promotion, and evaluation and quality assurance. 

Review 

This policy will be reviewed annually in order to: 1. Assess the need for changes to remain in compliance with 

any laws or regulations related to included standards, and 2. Assure that the governance and administration 

procedures continue to meet the needs of the community. 

Service Standards 

Where Agency policies, accreditation regulations or applicable laws for a given item are known to exist, 2-1-1 

Ashtabula County will ensure that they are in compliance and accordance. 
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ORGANIZATIONAL EFFECTIVENESS POLICY 
Governance 
 
Ashtabula County Community Action Agency has as its governing body a Board of Directors to ensure the 
achievement of our Agency mission and goals.  This Board is composed of fifteen (15) members and is 
constituted according to Community Service Block Grant Act requirements as a tri-partite board, with one 
third of the members representing public officials, one third representing the private sector, and one third 
representing the low-income sector.  As a program of the Agency, 2-1-1 Ashtabula County is governed by this 
Board of Directors. 

The Board of Directors reviews and approves organizational policies, advocates for services and programs, 
oversees the fiscal health of the Agency, ensures appropriate insurance is procured, facilities and physical 
assets are properly maintained, and the Agency and its staff adhere to all applicable laws and regulations.  As 
it pertains to the 2-1-1 Ashtabula County I&R Service, the Board of Directors receives information regarding 
staffing levels and needs, budgets and funding, outreach and publicity efforts, operational procedures or 
concerns.  Meetings are held monthly (with one month off for summer recess) and minutes are maintained. 

The Agency Mission is to: effectively and efficiently make use of the resources available to create and operate 
programs that… help people achieve self-sufficiency, provide opportunities for success, promote economic 
security within the community, and address the issues of poverty. As such, the mission supports the purpose 
and philosophy of 2-1-1 Ashtabula County Information and Referral. 

2-1-1 Ashtabula County has formally adopted, dated, and formatted written policies that identify and 
document the procedures and general principles by which the I&R service is managed.  The policies will be 
regularly reviewed and updated as necessary. 

Ashtabula County Community Action Agency and its 2-1-1 Information and Referral participate in public policy 
activities and system advocacy to in order to further the overall goals of the I&R movement, and support 
changes or modifications necessary to ensure adequate availability of essential community services, programs, 
or benefits.  Various advocacy mechanisms will be used based on the issue including use of multiple media 
outlets to disseminate information, contacting political representatives, mobilizing the public in a course of 
action, and educational opportunities. 

The Agency and the I&R Service have in place the following to ensure the achievement of the agency mission 
and the I&R goals: 

1. A formal complaint process exists to register and resolve customer, staff, or community issues or 
problems regarding the delivery of services.   

2. A Code of Ethics which establishes fundamental values and professional standards of conduct.  The 
Code of Ethics is part of the Board approved ACCAA Personnel Manual which is received by all staff.  
The 2-1-1 Ashtabula County I&R service has a Code of Ethics specific to the professional standards 
identified by AIRS.   
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3. The Agency, as approved by the Board, complies with all laws, orders, and regulations prohibiting 

discrimination in all of its forms stated in its policies and procedures. 
4. Sufficient insurance coverage for personal and property liability to protect employees and volunteers. 
5. Adequate and appropriate financial controls and sufficient funds exist to provide service and maintain 

required standards including: creating an annual budget, providing budget projections, identify cost 
controls, and the development of support for the continuance and growth of the service. 

6. Adequate and accessible space, equipment, and facilities to ensure confidential interviewing and 
effective performance of duties and responsibilities. 
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ORGANIZATIONAL EFFECTIVENESS POLICY 
Technology 
 

1. 2-1-1 Ashtabula County shall maintain current knowledge on technological practices related to the 

 provision of information and referral.  This is achieved through participation with information and 

 referral organizations on a state and national level. 

2. 2-1-1 Ashtabula County will use customer survey data to determine effective methods of information 

 dissemination / service provision. 

3. 2-1-1 Ashtabula County does not employ any means of automated collection of caller information.  Any 

 personal information needed for inquiry processing will be requested directly from the inquirer.  

 Service will be provided regardless of whether or not an inquirer provides any personal information. 

4. 2-1-1 Ashtabula County is supported by administrative services staff of Ashtabula County Community 

 Action Agency, its parent organization.  This is inclusive of information technology.  As such, data 

 backup is conducted per the Agency policy. 

5. Equipment is only replaced on an as needed basis.  Temporary usage equipment is available for use 

 should  any regular equipment malfunction. 
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ORGANIZATIONAL EFFECTIVENESS POLICY 
Personnel Administration 
 
2-1-1 Ashtabula County follows the hiring procedure defined by the Agency.  Available positions are posted in 
a manner to allow internal candidates who meet the qualifications first opportunity for advancement.  If no 
internal candidates meet the qualifications, positions are advertised externally as broadly as possible. 
Ashtabula County Community Action Agency is an equal opportunity employer, a drug-free workplace, and 
requires a background/fingerprint check for all employment candidates. 
 
All positions have a Job Description which identifies the required qualifications, outlines duties and 
responsibilities, and indicates the lines of authority and reporting accountability.  Supervision is provided at 
the Program level as well as the Department and Agency levels.   
 
Performance evaluations are conducted and monitoring and evaluation of I&R specific skills are reviewed (i.e. 
Call Monitoring/Remote Listening, Mentoring/Coaching, Measures and Metrics Summaries, Attendance, 
Database Review, and Complaints/Commendations) periodically to ensure optimal service delivery.  
 
Administrative staff, the Program Director, and the Program Coordinator assess the operational capacity of    
2-1-1 Ashtabula County at least annually, with focus on strategies for succession of primary roles.  
Development of existing staff for advanced responsibilities is conducted as appropriate. 
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ORGANIZATIONAL EFFECTIVENESS POLICY 
Staff Training  
 

1. The I&R service provides an orientation for new employees and volunteers that addresses the role, 

mission and function of the I&R service as well as the governing body and all applicable 

federal/state/local laws affecting service delivery. 

 

2. The I&R service provides training for employees and volunteers based on pre-determined written 

training goals with written curriculum objectives defining behavioral outcomes for each module. 

 

3. The I&R training provided to each specialist will include on the job training (beginning with observation 

and ending with full responsibility for handling inquirers) and in service training focused on refining 

and updating informational and referral skills. 

 

4. The content of staff training will be consistent with the AIRS I&R Training Manual published by AIRS 

while the CIRS, CIRS-A, and CRS certification programs will be used as training objectives. 

 

5. The staff training program offered by the I&R service will be responsive to the diverse learning styles of 

staff and each trainee (employees and volunteers) will be evaluated using objective (written tests) and 

subjective (observation) measures. Furthermore, procedures are in place for handling trainees who do 

not demonstrate competency at the required level. 

 

6. The I&R specialists will seek professional certification through A.I.R.S. 

 

7. The I&R service will systematically evaluate the effectiveness of its training program and the 

performance of its trainers.  
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ORGANIZATIONAL EFFECTIVENESS POLICY 
Promotion and Outreach 
 
2-1-1 Ashtabula County has a written outreach plan for Ashtabula County that integrates with Agency publicity 
and outreach and ensures awareness and outreach efforts to address special needs populations.  The plan 
utilizes a variety of media and methods including traditional methods such as newspaper, newsletters, 
brochures, health fairs and community forums, speaking engagements and organizational/agency 
presentations, as well as social media and on-line options.  See Appendix-“Promotion and Outreach Plan.”  
 
In promoting 2-1-1 Ashtabula County other agencies and organizations are asked to encourage utilization of 
the service by their staff and customers.  2-1-1 Ashtabula County provides specialized resources such as 
directories and listings, consultation, training and technical assistance to community groups, businesses and 
organizations.  Staff and volunteers of 2-1-1 and ACCAA act as ambassadors of the 2-1-1 service and enhance 
public relations through regular participation in committees, workgroups, community activities, resource fairs, 
projects and meetings, along with ongoing communication with service providers and government officials. 
 
The efficiency and effectiveness of the outreach and promotion efforts are measured through the examination 
of inquirer demographic data, tabulation of referral source data, increased requests from community service 
providers for presentations and assistance, and other indicators of target reach.   
 
Strategies to address increased volume will be taken as indicated in “Personnel Administration” section of this 
policy. 
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ORGANIZATIONAL EFFECTIVENESS POLICY 
Program Evaluation and Quality Assurance 
 
All aspects of the 2-1-1 Ashtabula County I&R Service, including service delivery, resource database, reports 
and measures, cooperative relationships, disaster preparedness, and organizational structure are evaluated to 
ensure the quality and effectiveness of the operation.   Methods used include the utilization of metrics 
indicating call volumes, average speed of answer, abandoned calls, average call handling times and incoming 
call patterns as well as data regarding resource management, unmet needs, caller satisfaction, referral 
tracking, and community feedback. 
 
A review of 2-1-1 Ashtabula County service goals and objectives, maintenance of the database, utilization of 
the website, staff scheduling, accomplishments and outcomes, promotional and outreach efforts will be 
conducted on an annual basis.  Regular customer satisfaction/quality assurance surveys will be conducted.  
Other tools such as mailed or online surveys, community meetings, and third party reports or feedback may be 
used to evaluate and modify the I&R service. 
 
2-1-1 Ashtabula County is accredited by AIRS and maintains such accreditation standing through renewal as 
appropriate. 
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