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AIRS distributed an online survey
in December 2005 to more than
150 organizations that are currently
providing a 2-1-1 service. The pri-
mary intention was to measure the
extent to which the AIRS
Accreditation Program is being
harnessed as a quality assurance
mechanism for gauging overall
I&R excellence and compliance
with the AIRS Standards.

Here are the main results of the

survey (comments from specific
organizations remain confidential):

6 68 organizations (all but
four of which were AIRS mem-
bers) responded to the survey rep-
resenting 26 U.S. states and one
Canadian province.

6 80% of respondents stated
that there was a state requirement
to secure AIRS accreditation (with
one organization unsure and the
remainder not requiring accredita-
tion). Some of those who did not
require accreditation had still cho-
sen to secure it as a measurement
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It’s 2:11 p.m. on the human clock
LifeStream Services, an Area
Agency on Aging in East
Central Indiana, recently
became fully endorsed as a 2-
1-1 Center.  At their celebra-
tion, they took a group picture
which now appears on the
Web site
www.humanclock.com at 2:11
p.m. each day.
Humanclock.com shows a photo-
graph of the current time, with the
photo changing every minute of
the day sent in by viewers. To see

this photo at 2:11 p.m., click on the
Indiana link below the most recent
2:11 p.m. photo.

Doug Frank,
Chair AIRS
Marketing/Communications
Committee
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of quality. There was also a couple of instances where this question
produced different answers from organizations within the same
state. 

6 For those 80% requiring accreditation, the main driver in
setting the requirement was the statewide 2-1-1 association (in 83%
of those cases). One respondent cited the Governor, four identified
the Public Utility Commission and five said that the Legislature had
established the requirement.

6 Regarding the AIRS Certification Program, 83% of 2-1-1
systems responding to the survey had staff who were either
Certified Information & Referral Specialists (CIRS) or Certified
Resource Specialists (CRS). 17% of responding 2-1-1 services are
operating with no certified staff.

6 Accreditation status of respondents

Already AIRS Accredited .................14%

Already in Accreditation process......20%

Planning to apply in 2006.................33%

Planning to apply in 2007 or 2008.....7%

Cannot justify cost............................13%

Not enough staff to lead process......10%

Does not know what is involved.....1.5%

Does not know benefits...................1.5%

Accreditation and Certification are obviously becoming increasingly
critical to the needs of 2-1-1 services and systems, and it is impor-
tant that we share the same understanding of the requirements. 

If you need to know more about the AIRS Accreditation or
Certification Programs, please visit
http://www.airs.org/aboutairs/about_accreditation.asp or
http://www.airs.org/aboutairs/about_certification.asp. 

Continued from Page 1



April 2006                                                                         Alliance of Information and Referral Systems  63

INTENSIVES:  Sunday, June 4
I1.  Basic I&R 
Sharon Doner, Jewish Information and
Referral Service of Greater Washington,
Rockville, Maryland
This workshop is designed not only to
assist novice I&R workers, but as a study
aid to veteran professionals who are going
to take the CIRS exam.  The workshop
will present a brief history and overview
of I&R, philosophy and components,
problem assessment and communications,
giving information and making a referral,
dealing with difficult callers, and the role
of advocacy and empowerment.  It will
conclude with an exploration into person-
al and professional growth and strategies
for taking the CIRS exam. 

I2.  Preparing Your I&R for
Disasters - Developing a Business
Contingency Plan
Beth Pline and Panel 
The intensive will present components for
an organizational disaster plan to assist
I&Rs in preparing their staff and their
organization for a disaster.  Participants
will review steps in responding to disas-
ters, expectations of the community of
I&R providers, and the role of disaster
response organizations in relationship to
I&Rs.
Participants will also review the parts of a
business contingency plan. Each partici-
pant will receive a CD with template for a
business plan, information on the disaster
taxonomy, sample of meeting agendas,
Mutual Aid Agreements and keywords. 

I3.  Don't Have a Cow! - Crisis
Intervention for I&R Workers
Demystified
John Plonski, Covenant House Nineline,
New York, New York;  
Shye Louis, ABVI-Goodwill Industries 2-

1-1/LIFE LINE, Rochester, New York 
Just because you work at an I&R doesn’t
mean you won't get crisis calls.  By
explaining what crisis is and isn’t as well
as introducing a crisis intervention model
and immediacy assessment tools this
interactive workshop will help you to
adapt your I&R skills to help those in cri-
sis situations. It is the intention of the
workshop that those attending will gain
an understanding of crisis intervention
that will enable them to 
6 de-escalate and stabilize callers
6 enable the caller to talk about
and work through their feelings to facili-
tate assessment and problem-solving
6 assess immediacy of danger to
the caller
6 maintain contact with the caller
pending referral or rescue
6 prepare the caller to follow
through with any referrals given

WORKSHOPS:  Monday, June
5 through Wednesday, June
7 
The precise date and time of each work-
shop will be included in the conference
program provided when you check in at
the conference.  

AGING AND DISABILITY:  
A1.   Aging & Disability I&R/As:
National Initiatives, Trends, and
Resources 
Sherri Clark, Center for Communication
& Consumer Services, U.S.
Administration on Aging, Washington,
D.C. Helen Eltzeroth, Eldercare Locator,
National Association of Area Agencies on
Aging, Washington, D.C.
This session will provide an overview of
federal initiatives and national trends
impacting the aging & disability I&R/A
service delivery system. Representatives
from the U.S. Administration on Aging,

the National Association of Area Agencies
on Aging, and the National Association of
State Units on Aging will discuss new
outreach and promotional activities for
the Eldercare Locator; AoA's Older
Americans Act reauthorization statement;
Choices for Independence including the
Long Term Care Campaign, Aging &
Disability Resource Centers, and evi-
denced-base health promotion programs;
and other trends and their implication for
aging I&R/As. Training and technical
assistance resources available from the
National Aging I&R Support Center to
enhance the quality of service delivery
and foster professionalism of aging & dis-
ability I&R/As will be examined.

A2.   Medicare Prescription Drug
Benefit: Strategies and
Experiences of the Aging Network
Jack Vogelsong, Pennsylvania
Department of Aging, Harrisburg,
Pennsylvania; Jonathan Lavin, Suburban
Area Agency on Aging, Oak Park, Illinois;
Heather Burkhardt, North Carolina
Division of Aging and Adult Services,
Raleigh, North Carolina
The aging network has played an indis-
pensable role across the nation in imple-
mentation of the Medicare Part D benefit.
This session will explore state and area
agency experiences, roles, and strategies
for providing information, outreach,
enrollment assistance, and problem reso-
lution for older persons and caregivers.
Presenters will discuss lessons learned
related to statewide planning and imple-
mentation, working with statewide/local
partners, reaching diverse populations,
using I&R/A lines to manage call triage,
and working with the media. Discussion
will also focus on forecasting what lies
ahead and the future roles of I&R/As in
assisting Medicare beneficiaries with the
Part D benefit.

2006 I&R Conference workshops

Continued on Page 4

This is a tentative list of workshops. Attendees will be given a schedule of the date and time of each workshop
at the conference.
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A3.   From Preparation to
Relocation: Disaster Preparedness
for the Aging & Disability Service
System
Marion Dunn Tutor, Mississippi Division
of Aging & Adult Services, Jackson,
Mississippi; Gary Jessee, Area Agencies
on Aging, Access & Intake Division, Texas
Department of Aging & Disability
Services, Austin, Texas; Helen Eltzeroth,
Eldercare Locator, National Association
of Area Agencies on Aging, Washington,
D.C.; Beth Slack, Alabama-Tombigbee
Regional Commission Area Agency on
Aging, Camden, Alabama
The unprecedented devastation resulting
from hurricanes Katrina and Rita has ele-
vated disaster preparedness to a top prior-
ity at the national, state, and local levels.
Mississippi, Alabama, and Texas share
lessons learned about preparedness and
unanticipated contingencies; responding
to the immediate needs of older persons
and persons with disabilities following the
hurricanes; strategies for maximizing
resources during recovery; and longer
term assistance with housing, health care,
transportation, and other services during
the post-disaster period. A special focus
on managing large-scale relocation efforts
and special needs of older persons and
persons with disabilities will be included.

A4.   Making the Best Referral:
National Resources on Alzheimer’s
disease 
Pat Lynch, Office of Communications &
Public Liaison, National Institute on
Aging, Bethesda, Maryland; Cathy
Sewell, Alzheimer's Association, Chicago,
Illinois 
To effectively serve the increasing num-
ber of persons with Alzheimer’s disease
and their family caregivers, I&R/Aspe-
cialists need a comprehensive knowledge
of the resources available from the
National Institute on Aging, the
Alzheimer’s Disease Education and
Referral Center, and the Alzheimer’s
Association. This session will discuss pro-
tocols for referrals related to information
on the disease, library services and educa-

tional materials, research/diagnostic cen-
ters, clinical trials, 24/7 national contact
center helpline with clinical consultation,
Safe Return program, tools for training
professionals, and assistance for legal,
financial, and living-arrangement deci-
sions. 

A5.   Aging and Disability Resource
Centers: Approaches to Long Term
Care Options Counseling
Lisa Morris, CIRS-A, ServiceLink
Resource Center, Belknap County, New
Hampshire; Nancy Bacon, ServiceLink
Resource Center, Belknap County, New
Hampshire;Dana Michalovich, CIRS-A,
ServiceLink, Grafton County, New
Hampshire; Maurine Strickland, CIRS-A,
Wisconsin Bureau of Aging and Disability
Resources, Madison, Wisconsin; Becky
Severson, Aging & Disability Resource
Center of Trempeleau County, Whitehall,
Wisconsin
A critical component of Aging &
Disability Resource Centers is the deliv-
ery of long-term care options counseling
designed to increase public awareness
about the availability of programs and
services that help persons with disabilities
of all ages remain in their homes and
communities. The session will examine
the approaches utilized by New
Hampshire and Wisconsin in implement-
ing options counseling, including defini-
tions, marketing techniques and tools, and
strategies for integrating options counsel-
ing into the larger service delivery sys-
tem. Toolkits including Web casts for
statewide training of professionals will
also be examined. 

A6.   Connecting With Domestic
Violence Programs:  What Aging
I&R/As Need to Know
Sara Aravanis, National Center on Elder
Abuse, National Association of State Units
on Aging, Washington, D.C.
Carey Montreal, Milwaukee Women's
Center, Milwaukee, Wisconsin; Deb
Spangler, National Clearinghouse on
Abuse in Later Life, Wisconsin Coalition
Against Domestic Violence, Madison,

Wisconsin; Courtney Tierney, CIRS-Aand
ICDVP, Area Agency on Aging of
Southwestern Illinois, Belleville, Illinois  
What is out there for older adults who are
not appropriate for adult protective servic-
es yet are in need of special help dealing
with violent, aggressive, or threatening
spouses and family members?  Across the
country, domestic violence programs are
an emerging source of assistance for eld-
ers facing late life domestic violence
issues. This session will prepare I&R/A
staff to understand and work with the
domestic violence system. Case studies
will focus on real life challenges; a
domestic violence specialist will highlight
their unique services and approach; and
an area agency on aging will address the
development of I&R/Adomestic violence
referral protocols and systems tools.

A7.   Medicare Prescription Drug
Benefit: Status Report and Future
Directions
Representative, Centers for Medicare and
Medicaid Services, Kansas City,
Missouri; Carmen M. Moreno, Social
Security Administration, Office of the
Regional Commissioner - Chicago
Region, Chicago, Illinois
This session will provide a status report
on enrollment in Medicare Prescription
Drug Plans and the Low Income Subsidy
since the benefit became effective Jan. 1,
2006.  The Centers for Medicare and
Medicaid Services will discuss current
and future activities directed at beneficiar-
ies and partners in the coming months.
With 1.5 million Medicare beneficiaries
approved for the Extra Help (Low Income
Subsidy), the Social Security
Administration will provide an update on
its outreach, education and enrollment
activities, as well as strategies being
planned to continue to reach more than 5
million beneficiaries who qualify for this
cost saving assistance.

A8.   State of Our States: Key Cross-
Disabilities Issues and Trends
Robin Cooper, National Association of
State Directors of Developmental
Disabilities Services, Inc., Madison,

Continued from Page 3
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Wisconsin  
The session is designed to provide a
broad overview of the field of disability
services. It will examine the national
infrastructure and financing related to the
range of disability programs; major
national professional and advocacy organ-
izations representing interests of the dis-
ability community; and current trends and
challenges in the provision of services to
persons with disabilities with a specific
emphasis on quality and supporting par-
ticipant choice and control over resources.

A9.   Don't Wait for Others to Come
to You! Reaching the Once
Unreachable Stars!
Stephanie Sue Stein, Milwaukee County
Department on Aging, Milwaukee,
Wisconsin; Wendy Sager, Milwaukee
County Department on Aging, Milwaukee,
Wisconsin; Gwen Jackson, Milwaukee
County Department on Aging, Milwaukee,
Wisconsin;
Barbara Weber, Jewish Family Services,
Milwaukee, Wisconsin;
Mary Ann Hoffmann, Milwaukee County
Department on Aging, Milwaukee,
Wisconsin;
Bill Serpe, SAGE Milwaukee, Milwaukee,
Wisconsin;
Building trust through scheduled outreach
visits … Structuring work group activities
on underserved populations … Creating
aging networks within diverse popula-
tions, including the African American,
Latino, and lesbian/gay/bisexual/transgen-
der communities … Bringing together the
entire community around an emerging
issue - serving limited English-speaking
elders. These are but a few of the success-
ful and award-winning strategies
employed by the Milwaukee County
Department on Aging, its Aging Resource
Center, and its Advisory Council.  There
is no one method to really get to elders -
learn how this combination of efforts has
led to success.  

A10.   Transitioning People with
Disabilities: The Role of ADRCs and
I&R/As

Maurine Strickland, CIRS-A, Wisconsin
Bureau of Aging and Disability
Resources, Madison, Wisconsin; Donna
Calhoun, CIRS-A, Aging & Disability
Resource Center of Portage County,
Stevens Point, Wisconsin; Beth Smetana,
Jackson County Aging & Disability
Resource Center, Black River Falls,
Wisconsin; Peggy Herbeck, Aging &
Disability Resource Center of La Crosse
County, La Crosse, Wisconsin
Young adults with disabilities often need
assistance transitioning from the school
system and youth-based programs to adult
systems.  Other individuals with develop-
mental disabilities experience a crisis
when they transition from a home with
their parents to living in another setting.
This session will examine successful
strategies for creating coordinated sys-
tems to support people with disabilities
and their families and ensure that they
have the information necessary to make
decisions leading to well-planned and
successful transitions.

A11.   ADRCs: Adapting Technology
to Meet Your Needs-A Multi-State
Collaboration (Part I)
Krista Boston, Minnesota Board on Aging
& Aging & Adult Service Division, St.
Paul, Minnesota; Sharon Evanich, Ohio
Department of Aging, Columbus, Ohio;
Carol Shkolnik, Ohio Department of
Aging, Columbus, Ohio; Andy Raby,
North Carolina Department of Health and
Human Services, Raleigh, North Carolina 
This session will examine the collabora-
tive approach used by Minnesota, North
Carolina, and Ohio to jointly invest in the
purchase and adaptation of an off-the-
shelf software for their Aging &
Disability Resource Centers' client track-
ing and resource database systems. By
partnering, the states were able to pool
resources to achieve the technical func-
tionality each required while ensuring
responsiveness to the unique technology
and structural needs of each state.  The
session will include an overview of state's
approach to the development of ADRCs,
critical considerations in the selection of
appropriate software, customizations

required by each state, and planned
enhancements for each system. 

A12.   ADRCs: Adapting Technology
for Data Management-A Multi-
State Collaboration (Part II)
Krista Boston, Minnesota Board on Aging
& Aging & Adult Service Division, St.
Paul, Minnesota; Sharon Evanich, Ohio
Department of Aging, Columbus, Ohio;
Carol Shkolnik, Ohio Department of
Aging, Columbus, Ohio; Andy Raby,
North Carolina Department of Health and
Human Services, Raleigh, North Carolina  
Minnesota, North Carolina and Ohio
partnered to jointly invest in the purchase
and adaptation of an off-the-shelf soft-
ware for their Aging & Disability
Resource Centers’client tracking and
resource database systems. 
This session builds on Part I by exploring
in greater detail how each state adapted
the software to meet its respective data
management needs.  The session will dis-
cuss state specific details on managing
databases and provider portals to ensure
quality, the role of taxonomy in database
management, geo coding, and keyword
coding.  

A13.   Strategic Partnering for
Statewide Web-Based Aging &
Disability I&R/A 
Kathleen McHarg, CRS, Multnomah
County Aging & Disability Services,
Department of County Human Services,
Portland, Oregon; Lee A. Girard,State
Unit on Aging/Lifespan Respite, Oregon
Seniors & People with Disabilities,
Salem, Oregon; Carol Bro, Central
Oregon Council on Aging, Redmond,
Oregon
The Internet is a critical component in
modernizing aging & disability I&R/A
service delivery systems. This workshop
will highlight the development of partner-
ships between the Oregon State Senior
and Disabled Services Division and the
Area Agencies on Aging to adapt and
implement Network of Care, a Web-based
resource developed for another state.
Available throughout Oregon, this

Continued from Page 4
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resource provides both state- and county-
specific information on senior services,
programs, and issues.  The presentation
will include an overview of development
activities, strategies to ensure the inclu-
sion of all state and local resources, and
the critical role of strategic partnering to
the success of the project.

BASIC I&R:  
B1.  An Udder Day, an Udder
Call…Again - How to Work with
Chronic Callers
John Plonski, Covenant House Nineline,
New York, New York  
The one thing that every telephone based
I&R has in common is the caller who just
won’t go away.  Love them or not they
are a reality.  This session will address the
reasons for their repeated calls, methods
to identify them, as well as exploring sev-
eral models for interacting with them.

B2.-B3.  Food…Shelter...Suicide:
What's an I&R Specialist to Do!
Crisis  Intervention and the New
AIRS Standard - 2 Sessions
Debra Harris, 2-1-1 Tampa Bay, Tampa,
Florida 
Participants will be given a brief
overview of the new AIRS Standard for
Crisis Intervention, be introduced to the
crisis theory, principles of crisis manage-
ment, basic suicidology, including lethali-
ty assessment, and more.  If you are new
to crisis intervention, or your program
generally only handles information and
referral, or need a good refresher, this
workshop is for you. 

B4.   Don’t Pile It…File It:  Tips for
Organizing Your Workspace and
Home
Sharon Doner, Jewish Information and
Referral Service of Greater Washington,
Rockville, Maryland
It is important for an I&R/Aspecialist to
maintain their records, desk and files in
good order.  Stress and burn out can also
come from being disorganized and not
being able to manage “our stuff.”

Attendees will learn how to organize
one's desk for maximum functioning; and
what to keep and what to throw away.

B5. - B6.  Training the I&R Trainers:
Training I&R Specialists Using the
ABCs of I&R - 2 Sessions
Faed Hendry, Findhelp, Toronto, Ontario,
Canada; Mary Drexler, United Way of
Connecticut, Rocky Hill, Connecticut;
Clive Jones, Hamilton, Ontario, Canada 
The ABCs is a training manual that out-
lines the art and practice of I&R. The
manual has recently undergone a compre-
hensive revision. Two experienced I&R
trainers will provide insights into how to
most effectively use the manual to train
new staff and to refresh existing staff.
There will also be shared learning on how
to supplement the ABCs with additional
training strategies.

B7.   Chewing Your Cud…The Art of
Asking the Right Questions
Sharon Doner, Jewish Information and
Referral Service of Greater Washington,
Rockville, Maryland
After you say hello do you sometimes
panic about what to say next?  Do you
tend to “chew” the same questions for
each caller? Learn some new ways to pull
that information from your caller than you
need in order to help them find the right
resources for their requests.  Use Sharon's
“Questioning Toolkit” to ask the best
questions possible.

B8.   Green Bay Welcomes
Cowboys, Vikings and Bears Fans -
Coping with Difficult Individuals
John Plonski, Covenant House Nineline,
New York, New York  
While we generally enjoy doing our work,
there are those certain “fans” who we feel
don’t “play the game.”  This workshop
will allow us to discuss those fans as well
as ways to address the behavior of the
“out-of-town” fans who try to ruin our
game.

B9.   Building a Quality I&R Service
Through the Use of the Standards

for Professional Information and
Referral  
Clive Jones, Hamilton, Ontario, Canada;
Charlene Hipes, AIRS, Portland, Oregon 
In creating a system, it is essential to have
a coordinated vision and agreed upon
standards of operation from which to
build upon.  There is a need to have a
common focus that not only provides a
blueprint to the building of the system,
but common materials that link each sub-
system.  The Professional Standards for
Information and Referral provide that
common framework.  They are the impe-
tus for assuring the delivery of quality
service, building a sound organizational
framework and a reliable database, pro-
ducing valid reports and measures, and
encouraging cooperative relationships.  In
this workshop learn about the history of
the Standards, how they relate to the field
of I&R, and how to effectively use them
to create your quality I&R program.  

B10.   Resources to Assist the
Military Family not close to a
Military Installations
Becky Wapp Sawyer, LCSW, Army
Community Service, Fort McCoy,
Wisconsin   
With the deployment of Reverse and
National Guard Soldiers, military families
are located within communities across the
US and likely not close to military instal-
lations.  This overview of Military
Resources will allow helpers to be pre-
pared to guide military families to the
services that best meet their needs.  

B.11   Practically Perfect Power
Points
Francesca Kranzberg, CIRS, Jewish
Information and Referral Service of
Greater Washington, Rockville, Maryland
Perplexed by PowerPoint? Perturbed at
lack of productive presentation progress?
Proceed on over to this perceptive and
practical practicum that will take the
panic out of PowerPoint presentations.
Learn how to make your presentation not
just informative, but also visually exciting
and fun.

Continued from Page 5
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DISASTER:  
C1. - C2.   American Red Cross
“Introduction to Disaster Services”
- 2 Sessions
April EagleBoy, American Red Cross,
Milwaukee, Wisconsin
This course will introduce you to disas-
ters, the community response, and the role
of American Red Cross Disaster Services.
Learn how the American Red Cross is
organized both locally and nationally to
meet the needs of people affected by dis-
asters and how you can become involved
in your community. 

C3.   2-1-1 Texas’ Role in Assisting
People with Special Needs During
Hurricane Katrina/Rita
David Jobe, United Way of the Texas Gulf
Coast, Houston, Texas
Deborah Ballard, 211 Texas Information
and Referral Network, Austin, Texas.
2-1-1 Texas was identified as the source
to provide evacuation, sheltering and
recovery information for the state and
especially the population of persons with
special needs. This task began simply and
quickly expanded to include multiple
additional parts. This workshop will re-
visit the 2-1-1 Texas experience and high-
light lessons learned, strengths of the 2-1-
1 Texas system, and changes that have
occurred statewide in response to our
shared experience.

C4. - C5. American Red Cross
“Disaster Mental Health Services:
An Overview” -  2 Sessions
Jenny Lowry, American Red Cross,
Milwaukee, Wisconsin; Elaine Reis,
American Red Cross, Milwaukee,
Wisconsin
The purpose of this basic level Disaster
Services training is to help participants
understand the roles, responsibilities and
benefits of the Disaster Mental Health
activity within Individual Client Services.
Participants will learn how Disaster
Mental Health professionals support both
the disaster relief operations workers and

clients within the disaster-affected com-
munity. 

C6.   Coordinated Assistance
Network (CAN) - Using Technology
to Support a Coordinated,
Collaborative Approach to Service
Delivery 
Elizabeth Campbell, Coordinated
Assistance Network, Washington, D.C.
This workshop will provide an overview
of the Coordinated Assistance Network
(CAN) activities and tools.  It will include
background information on the CAN pro-
gram as well as details about CAN activi-
ties in support of Hurricane Katrina and
Rita relief efforts.  The CAN system will
be demonstrated, including the resources
database, client registry, and shelter mod-
ule.  

C7.   Data Collection - Experiences
Learned from Hurricane Katrina - A
Moderated 
Panel Discussion
Larry Olness, Heart of Florida United
Way, Orlando, Florida
The workshop will look at data collection
from the perspective of Information and
Referral staffs who were involved with
Hurricane Katrina response, and in partic-
ular, the center established in Monroe,
LA.  The panel will include I&R staff that
were on-site immediately after establish-
ment to members who came in several
weeks later.

C8.   Getting in the Disaster
Preparedness Game
Jamesena Grimes Moore, United Way of
the Midlands, Omaha, Nebraska
Do you want to help and be involved in
preparing your community to respond and
recover in times of disaster? Is there a
role for you?  How do you figure out
what that is? How do you get to the disas-
ter table? Learn how one United Way’s
response to disaster has gone from just
writing a check from the board-designated
reserve to being a key player by providing
hands-on service, to helping shape policy.

Also find out what role this United Way’s
2-1-1 and Volunteer Resource Center
played when Katrina evacuees arrived and
continues to play.

C9.   2-1-1 Disaster Response Team
Needs You!
Karen Hyatt, United Way of America,
Alexandria, Virginia;
Trisha Ferrell, United Way of America,
Alexandria, Virginia; 
Larry Olness, Heart of Florida United
Way, Orlando, Florida
2-1-1 is a system of access to health and
human service information.  In time of
crisis, whether man-made or a natural dis-
aster, citizens have a need for quick
access to appropriate and accurate infor-
mation and referral.  AIRS and UWA are
working together to create a new team
concept and will train volunteers in
ADVANCE to respond and assist 2-1-1
systems in times of need.  Regional rela-
tionships will be introduced, disaster facts
will be presented along with an overview
of how one can sign up for the team, and
how the team will be chosen and request-
ed for service.  

MANAGEMENT:  
D1.   Good to Great - From 1,435
Good Companies to 11 Great
Companies - Learn Their Secrets!
Krista Boston, Minnesota Board on
Aging, St. Paul, Minnesota
Start with 1,435 good companies.
Examine their performance over 40 years.
Find the 11 companies that became great.
Now, here's how you can do it too.  Jim
Collins recently noted in an interview
with Fast Company, “There is a direct
relationship between the absence of
celebrity and the presence of good-to-
great results.  Why? First, when you have
a celebrity, the company turns into ‘the
one genius with 1,000 helpers.’”  This
session is designed for the organizational
manager or director who is ready for a
refreshing course in ways to manage
change and engender leadership in the
organization.  Come and learn the practi-
cal common sense lessons from good to

Continued from Page 6
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great! 

D2.   What “City Slickers” wish they
knew about I&R!
Joshua Pedersen, CIRS, 211 Info Bank -
Community Services Council, Salt Lake
City, Utah;   
Donna L. Russell, MS SSW, State of Utah,
Department of Human Services, Salt Lake
City, Utah; 
Rhonda Greenwood, Crowell Advertising,
Salt Lake City, Utah
The multi-media presentation will feature
the story of the statewide expansion of the
2-1-1 program in Utah through the collab-
oration of federal, state, non-profit and
for-profit partnerships.  Presenters will
share first-hand information on building
and maintaining partnerships, hiring a
marketing firm, involving the target audi-
ence in focus groups, securing additional
media at no or low costs, effective use of
grassroots public relations and project
outcomes evaluation.

D3.   Hiring, Developing and
Maintaining Exceptional Front Line
Staff
Greg Lesky, IMPACT, Inc., 2-1-
1@IMPACT, Milwaukee, Wisconsin 
Hiring, developing and maintaining
exceptional front line staff can be an
enjoyable experience to all involved, from
the I&R Specialist to the managers, cus-
tomers and funders.  Participants will
learn vital approaches, valuable tips, and
templates will be provided as a guide for
developing these programs.   The ultimate
payoff for an organization that utilizes
these approaches is that it will create and
maintain a highly effective workforce,
along with a positive and enjoyable work
environment.  

D4.   Meetings, Meetings, Meetings.
Make them Count!
Kay Parker, United Way of the Brazos
Valley, College Station, Texas 
Meetings, Meetings, Meetings.  Tired of
all the meetings?  Do they seem like time-
wasters?  Learn how to run an effective
meeting or attend a community meeting,

so you can maximize your time, keep the
meeting focused, and have clear objec-
tives at the meeting conclusion that con-
tribute to your strategic plan.

D5.   Juggling the Challenges of
Information and
Assistance/Referral
Ann Marie Ott, Wisconsin Department of
Health and Family Services - Bureau of
Aging and Disability Resource Centers,
Madison, Wisconsin;  
Todd Breaker, Aging and Disability
Resource Center of Marathon County,
Wausau, Wisconsin
How many times a day is the word “jug-
gle” used in everyday conversation in
agencies providing information and assis-
tance?  An I & A manager (or staff mem-
ber) is asked daily to juggle priorities,
juggle the numbers and juggle the sched-
ules.   Ideas, policies are tossed back and
forth by consumers, administrators, advo-
cates, public committees, then finally
when a decision is made, the I & A entity
must be ready to perform without a drop!
This workshop will provide attendees
with a “hands on” opportunity to
6 Recognize, explore and enhance
their natural “juggling” talents to deal
with multiple priorities
6 Identify existing partners and
connections to new “juggling” partners
6 Learn the “art of letting go” as a
means of dealing with stress 
6 Acquire an automatic license to
play and make the workplace more fun 
Every person will leave with a “license to
play!”

D6.   Evaluation of Call Centers:
Measuring Performance and
Outcomes
Nathan Salzl, Greater Twin Cities United
Way 2-1-1, St. Paul, Minnesota
This workshop will help leaders of call
centers address data collection using eval-
uation follow up surveys.  Concepts will
include the importance and implications
of evaluation, an overview of the process
- from defining to measuring key process-
es and outcomes - and a framework for

conducting a call center evaluation.  

D7.   Working Effectively with
Different Personality Styles
Debra Kneser, Waukesha County Human
Resources, Waukesha, Wisconsin
“It takes all kinds of people to make the
world go round…”  That's what grandma
used to say, and she was right.  In this
workshop we'll look at the four basic per-
sonality styles in order to assess our
OWN style's strengths and weaknesses,
and also the style of all those "other" peo-
ple we work or relate with.  We'll look at
the best ways to motivate,
correct, praise, and give feedback to the
people with whom you interact.  We'll
look at how the various personality styles
react under stress and what NOTto do in
those situations.   

D8.   What is AIRS Accreditation,
Why is it Important to Your
Organization and Are you Ready to
Apply? 
Charlene Hipes, AIRS, Portland, Oregon 
AIRS wants to help you move ahead and
ensure that your I&R/Aservice is the best
it can be. AIRS offers the only perform-
ance-based, internationally recognized
credentialing programs in the field of
Information and Referral.  In addition to
certification of individuals, AIRS offers
accreditation, a professional credentialing
program for organizations/programs.
This workshop will provide an in-depth
description of the AIRS Accreditation
process, allow for questions and provide
attendees an opportunity to assess their
readiness to apply for accreditation.  

MILITARY:  
E1.   General DOD Military Session 1
Barbara Thompson, Director of the Office
of Family Policy, Office of the Assistant
Secretary of Defense for Military
Community and Family Policy,
Washington, D.C.
This session will provide current informa-
tion on DOD initiatives that will have an
impact on the I&R function.  Ms.
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Thompson will also give an update on
Military One Source, Family Counseling,
and the Military Severely Injured Center.  

E2.   General DOD Military Session
2
Dr. Rebecca Posante, Chief, Programs for
Families with Special Needs, Educational
Opportunities Directorate, Office of the
Under Secretary of Defense for Personnel
and Readiness, Washington, D.C .
General Session 2 will provide an update
on various technological initiatives
including the Web site Military Home
Front.

E3.   Service Breakout Sessions
Military Program Managers will meet
with participants within their specific
branch of Service to discuss unique I&R
issues.

E4.   Finding Resources for Military
Families on Independent Duty
Assignments
Presenting team consists of the 6 Quality
of Life Coordinators from the six Marine
Corps Recruiting Districts; Mary
Driscoll, 1st Marine Corps District
(MCD), Jerry Lewis, 4th MCD, Craig
Sproul, 6th MCD, Gloria Bryant, 8th
MCD, Dave Gutierrez, 9th MCD, Dan
Dean, 12th MCD
This workshop will provide participants a
snapshot of military recruiters work and
family needs, the scope of the needs and
programs available to the military family,
methods of seeking and finding resources
for these families, ways to reach out to an
unfamiliar community, and the rewards of
supporting these families.

E5.   Combat Stress Reactions 
Geraldine Warden, Navy Fleet and
Family Support Center, Pascagoula,
Mississippi
This workshop will be a discussion of the
emotional, mental, physical and behav-
ioral reactions to combat.  Some reactions
are “normal” and go away with time.
Others require professional treatment.

This group will expand their understand-
ing of the more serious forms of combat
stress along with general guidance for
referral and assistance.  

RESOURCE DATABASE MAN-
AGEMENT: 
F1.   Indexing Using the AIRS/INFO
LINE Taxonomy of Human Services
- Part 1
Dick Manikowski, Detroit Public Library
- TIP Service, Detroit, Michigan 
This workshop provides a practical
instruction in how to use the AIRS/INFO
Line Taxonomy.  Topics include a review
of the Taxonomy’s design features, basic
indexing principles, step-by-step guide-
lines for indexing with the Taxonomy, and
suggestions for customizing the
Taxonomy to meet the unique needs of an
organization. Participants will also have
an opportunity to practice indexing.

F2.   Indexing Using the AIRS/INFO
LINE Taxonomy of Human Services
- Part 2 
Dick Manikowski, Detroit Public Library
- TIP Service, Detroit, Michigan 
Building upon the introductory informa-
tion presented in the first half of this two-
part program, this second part will lead
participants through practical exercises in
using the Taxonomy to index resources
and discuss what’s involved in keeping an
agency’s Taxonomy up to date.

F3. - F4.   Training Resource
Specialists Using the ABCs of I&R -
2 Sessions  
Cathleen Kelly, 211 LIFELINE, Rochester,
New York; Diane Gatto, 211/First Call for
Help, Cleveland, Ohio; Lael Tryon,
United Way 2-1-1, St. Paul, Minnesota;
Clive Jones, Hamilton, Ontario, Canada
The ABCs is a training manual that out-
lines the art and practice of I&R. The
manual has recently undergone a compre-
hensive revision. Three experienced
Resource Specialist trainers will provide
insights into how to most effectively use

the manual to train as a Resource
Specialist. The workshop will also be
open to responding to questions from par-
ticipants on any relevant issues relating to
translating the AIRS Standards into every-
day resource database practices. A less
structured, more participatory session is
envisioned.  Please bring personal experi-
ences, scenarios, and questions with you.

F5.   Taxonomy Web Site Tour 
Georgia Sales, 211 LACounty, San
Gabriel, California
Marianne Galleon, 211 LACounty, San
Gabriel, California 
Take a guided tour of the Taxonomy Web
site conducted by Taxonomy developer
and editor, Georgia Sales.  See state-of-
the-art search functionality, print options
that will allow you to throw away that old
book, up-to-the minute information about
changes and additions and the process for
downloading files for updating purposes
as well as the growing resource library
and other supporting materials.  You can
ask questions, make comments and share
your wish list for future upgrades.

F6.   Taxonomy - Collaborative
Customizing for a Tri-State Region
Tylee Smith, Northern Virginia Regional
Commission, Fairfax, VA
Use of the AIRS/INFO LINE Taxonomy
of Human Services is a national standard
for I&R services. Since many services
combine several databases, this workshop
will examine the development and main-
tenance of a common customization of
the Taxonomy for use in Maryland,
Virginia and the District of Columbia.

F7.   Making the AIRS/INFO LINE
Taxonomy Fun to Learn
Karen Brandt, Great Rivers 211/Public
Health I&R Services for Wisconsin,
Onalaska, Wisconsin; Lael Tryon, Twin
Cities United Way 211, St. Paul,
Minnesota 
Many people believe that you can't have
fun while learning the AIRS/Info Line
Taxonomy.  Games such as Bingonomy,
Jeopardy, and The Taxonomy-Who Wants
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to Be a Millionaire will demonstrate to
participants how to have fun while learn-
ing the taxonomy.  In addition, examples
of taxonomy training worksheets will be
presented.  Participants can take these
ideas back to their offices and use them to
train other taxonomy users.

F8.   Successful Recruitment and
Legitimization of Non-profit & For-
profit Agencies to your  Database
Tarcarnesia (Neese) Blackshear-Cobb,
CRS, United Way of Metro Atlanta,
Atlanta, Georgia
Participants will learn how to strategically
build a resource database and identify
recruitment strategies, the importance of
how to conduct successful site visits to
prevent inclusion of “bad” agencies and
ultimately decrease caller complaints,
strategies to recruit appropriate for-profit
organizations that pay a fee to be included
in the database in an effort to increase
revenues, and how to reject an agency
that is not a good fit for the database and
how to develop a reapplication process.
Sample survey forms, inclusion/exclusion
criteria, and acceptance/rejection letters
will be shared.

TECHNOLOGY:   
G1.   Coping with Spyware and
Spam
Greg Way, 211 of LACounty, San Gabriel
If you use a computer, there is no doubt
you have heard of spyware but what are
they?  This workshop will define these
threats in a simple to understand way and
will help you recognize, avoid, and
remove spam and spyware.

G2.   Keeping Your Agency
Information Secure
Greg Way, 211 of LACounty, San Gabriel
This workshop will provide information
to the I&R industry regarding securing
information, policies and procedures to
put in place and some of the common
areas of concern.  It will also lay the
foundation for agencies to begin identify-
ing and addressing areas of concern in

their own ITinfrastructure.  Information
security is becoming a liability that many
agencies must carry due to the legal
responsibilities set forth by new laws that
are being enacted in many states.  

G3.   Sharing Your Data - An Update
on AIRS XML and Helpful Tools
Marianne Galleon, 211 LACounty, San
Gabriel, California; Teri Perkins,
University of Nebraska Public Policy
Center, Lincoln, Nebraska
The session will provide an introduction
to telecommunication equipment technol-
ogy.  Come learn about what a PBX is
and how it interrelates with ACD, voice
mail, IVR Interactive Voice Response,
CMS Call Management System, CAS
Call Accounting System, Call Recording,
Workforce Management and other tech-
nologies.  If your agency is looking at
telecom technology or if you would like
to know how the each component func-
tions, this session will provide a basic
understanding on each aspect to help you
determine the value for your agency.

G4.   Web Searching Techniques:
How to Find the Information You
Need Easier and Faster
Dick Manikowski, Detroit Public Library
- TIP Service, Detroit, Michigan
Over the past few years, the Internet has
theoretically allowed individuals access to
an almost inconceivable volume of infor-
mation. Many users, however, are totally
lost when it come to finding specific data
in cyberspace . . . and to evaluating the
legitimacy of the information they do
find. The presenter will discuss and prob-
ably demonstrate mechanisms and tech-
niques for effectively searching the Web.
He will also discuss considerations for
evaluating the authenticity of information
in a medium in which there’s no quality
control.

G5.   Electronically Sharing Client
Data
Marianne Galleon, 211 LACounty, San
Gabriel, California; Brian Sokol, Abt
Associates, Inc.

Representatives from AIRS, HUD and
United Way of America will host a round-
table discussion on the issues surrounding
sharing client data.   Your input and par-
ticipation will help shape the direction of
how I&Rs and 211 will share client data. 

G6. - G7.   Protocols, Policies and
Procedures for Supporting
Collaborative Decision-Making in
the Design and Deployment of
Software/Technology - Tips for
Avoiding Derailment of Your
Technology Design, Deployment
and Utilization - 2 Sessions
Caty Jirik, United Way 211, Greater Twin
Cities, St. Paul, Minnesota; Kathryn
Engelhardt-Cronk, Community
Technology, Austin Texas   
I&R services and, in particular, 2-1-1
services are increasingly called upon to
utilize technology in providing and
reporting services.  However, while there
has been a great deal of focus on acquir-
ing software systems and related technol-
ogy that supports these functions, very lit-
tle focus has been given to the collabora-
tive process associated with the optimum
design, deployment and utilization of I&R
or 2-1-1 software databases.Learn about
how to ensure success in developing pro-
tocols, policies and procedures for sup-
porting collaborative decision-making in
the design and deployment of
software/technology. Receive a clear road
map that provides you with a much clear-
er understanding of the steps necessary to
ensure the maximum benefit in technolo-
gy utilization for I&R and /or 2-1-1 serv-
ice organizations

G8.   Empowering Consumers to
Search Resources, Initiate the
Intake Process, and Assess
Eligibility Programs
Justin Moor, Area Office on Aging of
Northwestern Ohio, Toledo, Ohio;
Timothy Riley, Synergy Software, Essex
Junction, Vermont
This interactive session demonstrates the
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ways in which an I&R call center uses
Web-based, single-point-of-entry technol-
ogy to increase consumer access to infor-
mation, self-directed intakes, improved
case management, and streamlined provi-
sion of services. 

2-1-1: 
H1.   2-1-1 State Directors Meeting

H2.   2-1-1 Assembly 

H3.   Metrics: How and What to
Count in 2-1-1 Centers 
Panel, Elizabeth Harris, PhD, E.M.T.
Associates, Inc., Encino, CA
While many 2-1-1 centers operate by
AIRS Standards, we struggle to define
common process and outcome measures
(i.e. unit, cost per unit, abandonment rate,
outcome rate, etc.). After presenting
briefly, the facilitator will lead an interac-
tive discussion to inform participants of
common practices. The objective is to
determine a range of generally accepted
practices around metrics. 

H4.   Call Center Speak:
Similarities and Differences from
2-1-1 and Commercial Call Centers
Doug Fluegel, United Way of
Metropolitan Nashville, Nashville, TN;
Susan Bellamy, Call Center Designer,
Automotive Commercial Call Center
Running a world-class I&R generally
requires two skill sets: social worker and
call center.  Call center professionals have
their own language, processes, and tech-
nology.  Examine the similarities and dif-
ferences between for-profit call centers
and I&Rs.  What can I&Rs learn from
commercial call centers? What equipment
is worth the investment?  What doesn't
make sense?

H5.   Three Components of
Evaluation: Resource DB
Verification, Outcome Survey 
and Secret Shoppers 
James B. Luther, Ph.D, Luther

Consulting, LLC, Indianapolis, Indiana
This interactive workshop will focus on
three components of evaluation used in
Indiana: 1) resource database verification,
2) outcome survey design and implemen-
tation, and 3) secret shopper calls.
Presenters will provide a literature review,
rating scales, forms and procedures.
Participants are encouraged to bring
forms or descriptions of their own proce-
dures for discussion.

H6.   Critical Choices: Effective
Decision-Making for 2-1-1
Partnerships
Shawn Michael, Technical Assistance for
Community Services, Portland, Oregon;
Julie Harrelson, RUBY, Portland,
Oregon; Tom Page, Washington
Information Network 211, Seattle,
Washington; Liesl Wendt, City Of
Portland, Portland Oregon; Jeri Shumate,
211info, Portland, Oregon 
How do you balance the needs of local 2-
1-1 providers against the needs of a
regional or state system? Learn effective
decision-making strategies and consider
actual cases in building a statewide 2-1-1
from multiple agencies, including select-
ing a phone system and database plat-
form, securing and sharing funds, and
developing a joint marketing effort. 

H7.   2-1-1 of the Future
Karen Hyatt, United Way of America,
Alexandria, Virginia; Tino Paz, United
Way of America, Alexandria, Virginia
How will 2-1-1 become the system of
access in the future? Examine emerging
technology and trends for human service
delivery with 2-1-1 as the point of access.
Panel will offer perspectives and specific
examples in database information sharing,
Web-based chat and instant messaging,
and voice/data integration. Participants
will discuss opportunities and challenges.

H8.   How to Implement 2-1-1
Cellular Service Statewide in 60
Days
Bridget Wolf, FIRSTLINK, Columbus,
Ohio; Diane Gatto, 2-1-1/First Call for

Help, Cleveland, Ohio; Lucinda Nord,
Indiana 211 Partnership, Inc.,
Indianapolis, Indiana 
Learn how Ohio implemented wireless 2-
1-1 statewide-routing to 17 independent
2-1-1 Centers in 60 days. Presenters share
the steps they took, including creation of
a routing table, cost comparisons, cellular
company contracts, cross-state line coor-
dination and promotion. Indiana and Ohio
share routing tables for all wireless calls.

H9.   2-1-1 Success Through Multi-
Sector Collaboration 
El Cabrel Lee, United Way 2-1-1, Detroit,
Michigan; Doug Plant, United Way 2-1-1,
Detroit, Michigan 
We all know collaborations can make or
break a 2-1-1 operation.  In this work-
shop, presenters detail the specific merits
and pitfalls in working with a major utili-
ty, tax assistance, General Motors, the city
and the state. Learn how these partner-
ships help to create a sustainable high-
quality operation. 

SPECIAL INTEREST:  
J1.   Utilizing the Earned Income Tax
Credit as a Financial Assistance
Tool for I&R Families
Don Dill, Internal Revenue Service,
Atlanta, Georgia
The federal Earned Income Tax Credit
(EITC) is one of the easiest and most
effective ways for I&Rs to help families
and individuals in their communities’
access significant dollars (up to $4,400
per family) that can be used to meet
expenses, improve their standard of liv-
ing, and build financial assets.  The EITC
provided over $38 billion in benefits to
over 20 million individuals in 2004, but
independent studies show up to 25% of
eligible individuals fail to claim the credit
they earned.  I&Rs are critical to closing
the participation gap and AIRS members
will share their experiences in promoting
the EITC.

J2.   Why and How to Have a
Newsletter
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Hannah Newton, Crisis Clinic, Seattle,
Washington 
Why have a newsletter?  Look at different
types of newsletters including a volunteer
newsletter, a resource newsletter, an affili -
ate newsletter, and an agency newsletter.
Hear first-hand experience about how to
start a newsletter, including how do to
choose an audience, a schedule and a for-
mat. Decide who should be the editor and
what kind of editing skills does that per-
son need.  Find out how to publicize the
newsletter and how to keep it going.  

J3.   Improving Access to Services
through Specialized Call Centers
Kareena DuPlessis, CTChild
Development Infoline, Rocky Hill,
Connecticut; Marijane Carey, Carey
Consulting, Hamden, Connecticut 
Based on the CTexperience, this work-
shop will guide a process for determining
the need for a specialized call center and
the development of an internal as well as
external plan for exploring the feasibility
of designing and implementing a call cen-
ter within a generic I&R service.

J4.   Gentle Yoga: Relax, Renew and
Stretch Yourself
Valerie Wethered, First Call for
Help/United Way of Maryland, Baltimore,
Maryland
Nourish yourself with simple breathing
exercises and yoga postures. Feel the
effects of conscious breathing and begin-
ners’yoga. Melt away stress and bring
ease to your life. Learn to restore the bal-
ance of energy in your workday every
day. This workshop will introduce gentle
yoga to relax, focus and build strength
and flexibility in the mind and body.
Breathing techniques and yoga poses to
energize, clear, and steady the mind will

be taught. No prior
experience is necessary.
Mats are useful, but not
required. Please bring a
towel and/or blanket, if
possible.

J5.   Information is
P.O.W.E.R. - Partners
of Wisconsin
Empowering
Through Referrals
Panel, Wisconsin
Children and Youth with
Special Health Care
Needs/Wisconsin First
Step, Green Bay, WI  
Wisconsin has a long
and proud tradition of
serving families of chil-
dren and youth with
special health care
needs.  The year 2000
brought sweeping
changes.  Find out who
is being served in the
state and how collabora-
tion among state centers
has improved I&R & follow-up services
to families in Wisconsin.

J6.   For the Children - Child Care
Resource and Referral - Why is it
Different? Can we Work together? 
Kathy Edler, QAC Helps/Chesapeake
Child Care Resource Center, Wye Mills,
Maryland
The goal for any referral service is to
bring people and services together. Based
on the Nationally Accredited Maryland
Child Care Resource Network, partici-
pants will see how Child Care Resource
and Referral differs from basic I&R and

develop methods to build relationships
between programs.

J7.   The Ecomap: What is it and
how can it be used to train staff?  
Kareena DuPlessis, CTChild
Development Infoline, Rocky Hill,
Connecticut; Marijane Carey, Carey
Consulting, Hamden, Connecticut 
This workshop will describe an ecomap
and how it can be used as a tool for I&R
staff to graphically chart a client's situa-
tion; guide a case discussion; identify the
various formal and informal systems used
by the client; and aid in identifying poten-
tial new resources/supports for the client.
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A long, long time ago in a galaxy far away (okay, it
was this galaxy, and it was only a long time in com-
puter time), computer users experienced something
called the Browser Wars.

BrowserWars Round One
6 In 1990, researcher Timothy Berners-Le
developed the first browser so that people would be
able to use the hypertext transfer protocol that he had
developed in 1989 to view content posted on distant
servers.  His objective in developing the browser
(which he dubbed WORLDWIDEWEB) was to allow
researchers to easily share information.  WORLD-
WIDEWEB  would only run under the NEXTSTEP
operating system, which never caught on.
6 With Berners-Lee’s cooperation, his col-
leagues at the European Organization for Nuclear
Research (CERN) also wrote a line-mode browser in
1991 which would run on any computer but which
would only display one line of text at a time.
6 In 1993, CERN released both the WORLD-
WIDEWEB browser and the line mode browser into
the public domain, allowing them to be downloaded
and used without any charge.
6 Also in 1993, researchers at the National
Center for Supercomputing Applications (NCSA) at
the University of Illinois at Urbana-Champaign
released versions of a browser named MOSAIC that
would run under both MICROSOFTWINDOWS and
the operating system used by Apple’s Macintosh.
Developed with federal funding, MOSAIC was also
available free of charge for most non-commercial pur-
poses.  MOSAIC quickly became the most popular
browser in the US.
6 Other parties saw commercial potential.  Marc
Andreeson and four other researchers left their posi-
tions with the NCSA, obtained venture capital fund-
ing, and founded Mosaic Communications
Corporation, which eventually was renamed Netscape
Communications Corporation and released

NETSCAPE NAVIGATOR (which shared no source
code with the MOSAIC browser that Andreeson and
his colleagues had developed) in 1995.  Because it
was a more full-featured product, NAVIGATOR
quickly became king of the browser market.
6 Up in Redmond, Microsoft also saw the profit
potential in browser development.  After unsuccessful
attempts to license NETSCAPE NAVIGATOR, they
instead licensed a competing browser named SPY-
GLASS MOSAIC (which had also been built by
NCSArefugees and which also contained no original
MOSAIC source code).  Microsoft used the licensed
code to release the first version of MICROSOFT
INTERNET EXPLORER late in 1995, eventually
incorporating it into the guts of the MICROSOFT
WINDOWS 98 and later operating systems.  

A furious battle ensued between NETSCAPE NAVI-
GATOR and IE, with new versions of both products
being released at frequent intervals.  
NAVIGATOR initially had over 90% of the market
share.  As essentially a single-product company, how-
ever, Netscape relied entirely on revenues from sales
of Web page server software.  Microsoft, in contrast,
already had a steady revenue stream from sales of
operating systems and applications software.  Once
Microsoft began setting up licensing schemes with
PC manufacturers that essentially penalized systems
that shipped with NAVIGATOR pre-installed, the
writing was on the wall.  By 2002 (four years after
NAVIGATOR and the entire Netscape corporation
had been acquired by America Online),
NAVIGATOR’s market share had dropped from 90%
to under 4%.

BrowserWars Round Two
Once the serious competition had ended, Microsoft
felt no impetus to invest in continued development of
INTERNET EXPLORER.   Version 6.0 SP1 was
released in 2003.  Augmented by frequent security
patches, that’s the browser that almost all WINDOWS
users were running until recently.
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Under the radar, though, browsers
were still evolving.
6 Norway’s OPERAbrowser
offered tabbed browsing and many
other advanced features lacking in
IE.  American users were initially
put off by the advertisements that
the free version of OPERAdis-
played (for a fee, a version could
be downloaded which didn’t dis-
play ads), but when free v. 8.50
was released in 2005 and didn't
display ads, market share climbed.
6 Several months before
being acquired by America Online,
Netscape Communications had set
up the open source Mozilla
Project.  Netscape published the
source code behind NETSCAPE
COMMUNICATOR 4.0 (which
included the NETSCAPE NAVI-
GATOR browser) and invited pro-
grammers to adapt it and share the
code for any enhancements they
developed or for any bugs they
fixed.  Terms of the public license
governing the open source code
allowed Mozilla managers to
incorporate the improved code into
the freeware browser.  When
Mozilla finally released the FIRE-
FOX 1.0 browser late in 2004,
enthusiasts downloaded 100 mil-
lion copies in 344 days.  FIRE-
FOX 1.5 was even more popular,
with more than 2 million down-
loads in its first 36 hours.
6 And America Online con-
tinued development of

NETSCAPE NAVIGATOR for use
by its own dwindling subscriber
base.

The browser world has changed
over the past year.  March 2006
estimated statistics of the rendering
engine used by visitors to Web
sites demonstrate this:
PercentRendering Engine
62% INTERNET EXPLORER
33% Gecko-based (NAVIGA-
TOR, FIREFOX)
3.1% KHML (used by Unix sys-
tems)
2.3% OPERA
Less than 0.06% All others

The Sleeping Giant Awakens
Up in Redmond, Microsoft noticed
the trend into what they view as
non-standard browsers.    The
behemoth lumbered into action,
and WINDOWS INTERNET
EXPLORER 7.0 (that will be the
new name rather than the current
MICROSOFTINTERNET
EXPLORER) will accompany the
WINDOWS VISTA operating sys-
tem when it’s released (probably
very early in 2007, though the
shipping target has slipped several
times).  The new browser will
incorporate features already
offered by competitors and will
also take advantage of the new
operating system’s enhancements.

Even before then, a stripped down

version of WIE 7.0 will be avail-
able to users of WINDOWS XP
who have installed SERVICE
PACK 2.  (The version will be
stripped down because it won't be
able to take advantage of some of
the features of the VISTA architec-
ture.)  The third beta version of
WIE 7.0 was released for public
download on April 24.  Microsoft
has announced that a fourth beta
will likely be available for public
examination before the “official”
WIE 7.0 launches late in 2006.  

Download Sites:
6 WINDOWS INTERNET
EXPLORER 7.0 BETA 3
www.microsoft.com/windows/ie/ie7
/ie7betaredirect.mspx
6 OPERA8.54 FOR WIN-
DOWS
www.opera.com/download/
6 MOZILLA FIREFOX 1.5
FOR WINDOWS
www.mozilla.com/firefox/ 

Note-Even though IE 6.0 SP1 has
been roundly (and justly) criticized
for numerous security flaws,
Microsoft has been fairly diligent
in addressing those flaws with fre-
quent patches in recent years.
Don’t assume that migrating to a
different browser will eliminate all
security concerns.  As the market
share of the competitors rises, so
does the attention of hackers.  Stay
on top of your malware protection.

Continued from Page 13

April 2006                                                                       Alliance of Information and Referral Systems  614



AIRScertifies new specialists
Since the last newsletter, the following people have been awarded the Certified Information and Referral
Specialist, Certified Information and Referral Specialist in Aging, or the Certified Resource Specialist desig-
nation in acknowledgement of their demonstrated competencies in the field of Information and Referral. 
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CERTIFIED INFORMATION & REFERRAL SPECIALISTS
Castro, Joshua - Project Concern, Dubuque IA
Fike, Linda - , Spooner WI
Johnson, Janell - United Way of Metropolitan Atlanta, Atlanta GA
Killebrew, Sonja - United Way, Atlanta GA
Magu, Mercy - United Way of Metropolitan Atlanta, Atlanta GA
Manders, Jenny - Project Concern, Dubuque IA
Mayfield, Terry - United Way of Metropolitan Atlanta, Atlanta GA
West, George - Call For Help, Inc, Mascoutah IL
Wilson, Tenille - United Way of Metropolitan Atlanta, Atlanta GA
Bodle, Cathy - Barrie Public Library, Barrie ON
Brackenbury, Julia - Findhelp Information Services, Toronto ON
Dudek, Teresa - Info Northumberland, Colbourne ON
Korbut, Tricia - ConnexOntario Health Services Infor., London ON
Lavoie, Diane - Cochrane District CCAC, Timmins ON
Pryce, Carrie - Findhelp Information Services, Toronto ON
Snelling, Karyn - Regional Municipality of Halton, Oakville ON
Stanfield, Carrie-Lynn - Regional Municipality of Halton, Burlington ON
Thompson, Angeline - Findhelp Information Services, Mississauga ON

CERTIFIED INFORMATION & REFERRAL SPECIALISTS-Aging
Bolton, Carol - Legacy Link AAA, Gainesvilel GA
Flom, Kari - Polk County Aging Programs, Balsam Lake WI
Hass, Kathleen - Pierce Co Office on Aging, Ellsworth WI
Kennedy, Judith - Legacy Link AAA, Gainesville GA
Longyhore, Lola - Buffalo Co Aging Unit, Alma WI
Moen, Dorothy - Eau Claire County Department on Aging, Eau Claire WI
Robinson, Erika - Rusk Co Aging Programs, Ladysmith WI
Rubenzer, Heidi - Barron County Aging and Disability Resource Center, Cameron WI
Seeman, Julie - Rock County Council on Aging, Janesville WI
Tubmen, Joan - Legay Link AAA, Gainesville GA
Watson, Stephanie - Seniors First/Senior Link, Auburn CA
Miller, Elizabeth - Legacy Link, Gainesville GA
Smith, Rosanna - Dekalb County Office of Senior Affairs, Lithonia GA

CERTIFIED RESOURCE SPECIALISTS
James, Mary - New Mexico Aging & Long Term Services Dept., Santa Fe NM



1. Participating in legislative lobbying is part
of the job of an I&R specialist:
a. True
b. False

2. A follow-up policy must specify
what percentage of calls forfollow-up:
a. 3%
b. 5%
c. 10%
d. Any percent

3. Information specialists should
be ready to provide what detailed
information about an agency:
a. The intake system
b. Agency policies
c. Staffing levels
d. Application procedures

4. I&R services must equip their
staff to assess and meet the needs of
crisis callers:
a. True
b. False

5. When callers are having a difficult time
connecting with a service, an I&R Specialist
should NOT:
a. Locate alternative resources.
b. Tell callers they need to solve the problem on their
own.
c. Actively participate in linking inquirers to needed
services.

6. I&R Specialists must be:
a. Paid
b. Volunteer
c. Either

7. A follow-up policy must
require follow up with callers who are
in endangerment situations.
a. True
b. False

8. Limited information about a
service provider includes:
a. Organization’s service area
b. Organization’s telephone number
c. Organization’s address
d. Organization’s name

9. Advocacy services are coded
in what area:
a. D
b. F
c. N
d. R

10. What is not an example of a crisis as listed
in the new Standard “Crisis Intervention”:
a. Suicide threat
b. Domestic violence report
c. Late for work
d. Psychiatric emergency

This is the next in a series of articles designed to help those new to the field of I&R become familiar with the
AIRS Standards. For those already experts in the Standards, this test will be a useful reminder. E-mail me your
answers to the following questions at newslettereditor@airs.org and those who answered all the questions cor-
rectly will have their names printed in the May edition of the newsletter. Those names also will go into a ran-
dom drawing, and the winner of the drawing will receive an AIRSpin.
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Test your knowledge of the
Standards of Service Delivery
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Continued on Page 18

Alabama
“211 Helpline for Wiregrass”
Overview of efforts to bring 2-1-1
to Wiregrass region.

http://www.wtvynews4.com/home/h
eadlines/2530886.html 

Arkansas
The United Ways of Benton and
Washington counties will hold a
town meeting to discuss a pro-
posed statewide 2-1-1 telephone
number. The two counties current-
ly operate a First Call for Help
service, but the service is not 24
hours a day, seven days a week. 

http://www.nwanews.com/adg/New
s/150091/ 

“United Way’s 211 system con-
nects needs with solutions.”
Partnering with state and private
agencies, the United Way and the
Arkansas Public Service
Commission will create the 211
statewide referral network.  Plans
are being made for a call center in
Little Rock and one in northwest
Arkansas. 
http://nwanews.com/bcdr/News/32
905/ 

California
“United Way Launches New 3-
Digit Telephone Information
Line.”   The United Way hopes to
gradually expand the service to
five other Bay Area counties over
the next 18 months: San Mateo,
Marin, Sonoma, Solano and Napa.

Other nonprofit service organiza-
tions are trying to bring 2-1-1 to
Alameda and Contra Costa coun-
ties to handle social service calls. 
http://cbs5.com/localwire/localfs-
news/bcn/2006/03/30/n/HeadlineN
ews/211-
SERVICE/resources_bcn_html 

“Tax help available.”  For a list of
free tax preparation sites, call the
Riverside County Information Line
at 211. 
http://www.nctimes.com/arti-
cles/2006/03/26/news/communi-
ty/19_27_293_25_06.txt

“Time for a 211 line in Napa.”
Editorial outlining need for 2-1-1
in Napa County.  Includes infor-
mation about how 2-1-1 could play
a key role during the short and
long-term recovery efforts of a dis-
aster.
http://www.napavalleyregister.com/
articles/2006/04/21/opinion/com-
mentary/iq_3398615.txt 

The “reverse 9-1-1” system has
recently been implemented to noti-
fy residents of a nearby emer-
gency, and the recent 2-1-1 system
allows residents to obtain informa-
tion without overloading the 9-1-1
emergency line. 
http://www.thevillagenews.com/sto
ry.asp?story_ID=14081 

“Supervisors accept public health
emergency preparedness funding.”
The 2-1-1 system, which handles
informational calls during an emer-

gency, will have an expanded call
capacity.  Disaster protocols will
be created with provisions for
appropriate training and exercises
to ensure readiness. 
http://www.thevillagenews.com/sto
ry.asp?story_ID=13757 

Connecticut
“A Phone Call Away.” Editorial
promotes one-stop shopping for
anyone trying to locate help with
consumer issues, family counsel-
ing, suicide prevention and many
other areas.
http://www.fairfieldcitizennews.co
m/opinion/ci_3671366 

“Infoline callers seek help battling
substance abuse.”  Figures issued
this week by United Way of
Northern Fairfield County show
that most callers using the
agency’s 2-1-1 Infoline system in
the Danbury area are seeking help
for substance abuse.
http://news.newstimeslive.com/stor
y.php?id=81583&category=Local 

“Health dept. recruiting volunteer
victims.”   People wishing to vol-
unteer as victims at a Strategic
National Stockpile bioterrorism
drill can call 2-1-1.
http://www.connpost.com/ci_37141
62 

Florida
“Hurricane readiness on Broward
commission’s mind.”     “The
county is also considering plans
for a countywide public prepared-

2-1-1’s across the country and in the news



Continued from Page 17
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Continued on Page 19

ness campaign in mid-May and
will be tweaking the 211 call line
for better information service
before, during and after a storm.” 
http://www.miami.com/mld/miami-
herald/news/local/states/florida/co
unties/broward_county/14205529.h
tm 

“Coalition helping homeowners
affected by hurricanes.”
Residents urged to call 211 to find
out about hurricane relief and case
management.
http://www.palmbeachpost.com/roy
alpalmbeach/content/neighbor-
hood/royalpalmbeach/epa-
per/2006/03/29/npr17_glade-
scol_0329.html 

Hawaii
“Tax filing.”  Hawaii residents can
call 2-1-1 for information on free
electronic tax filing services. 
http://starbulletin.com/2006/03/28/
news/kokualine.html 

“Rain victims picking up the
pieces.”   More than 1,000 people
have called the state’s 2-1-1 disas-
ter phone line seeking information
on loans and debris cleanup. 
http://www.honoluluadvertiser.com
/apps/pbcs.dll/article?AID=/20060
422/NEWS01/604220322/1001/NE
WS 

Indiana
“Service dials into help line:  211
resource eases way to get informa-
tion.”  Grant County residents
were able to start dialing 2-1-1 on
April 17.

http://www.chronicle-
tribune.com/apps/pbcs.dll/arti-
cle?AID=/20060327/NEWS01/603
270318/1002  

“211 service up, running:  Center
provides information on basic
needs.”   LifeStream Services Inc.
opened its 2-1-1 center on April
17. The 2-1-1 service, which cov-
ers Grant, Blackford, Jay,
Madison, Delaware, Randolph and
Henry counties offers referrals on
health and human service issues
including emergency food, coun-
seling, employment, health care,
housing and legal care.
http://www.chronicle-
tribune.com/apps/pbcs.dll/arti-
cle?AID=/20060418/NEWS01/604
180323/1002 

Kentucky
“Call 2-1-1.”  Scott Countians can
access information and referrals by
dialing 2-1-1 at any time--24 hours
a day, seven days a week.
http://www.kentucky.com/mld/ken-
tucky/living/communi-
ty/14244545.htm 

Louisiana
“Behind the scene: Groups unite to
help Louisiana recover.”
Overview of Long Term Recovery
Committee. People encouraged to
call 2-1-1, the number for the
referral agency Centerpoint, to
inquire about available resources.
http://www.shreveporttimes.com/ap
ps/pbcs.dll/article?AID=/2006040
1/NEWS01/604010321/1002/NEW
S 

Massachusetts
“New information network is com-
ing.”  The Attleboro area will be
part of a new 2-1-1 telephone net-
work for human service informa-
tion and referrals that will begin
operating in Massachusetts this
summer with United Way support.
The statewide data base was the
result of a collaboration of the
state Executive Office of Health
and Human Services and of
Mass211 Inc., a partnership spon-
sored by the United Way and the
Massachusetts Association of
Information and Referral Services.
http://www.thesunchronicle.com/ar
ticles/2006/04/06/city/city2.txt 

Michigan
“Students support nonprofits and
philanthropy.”    Western Michigan
University students recognized
Gryphon Place (2-1-1 provider) as
the best established nonprofit at a
recent Nonprofit Awards Dinner.  
http://www.wmich.edu/wmu/news/2
006/04/052.html 

Nebraska
“211 averages about 30 calls per
month for assistance.”
http://www.columbustelegram.com/
articles/2006/04/25/news/news521
1.txt 

New Hampshire
“Nicole Reimer named 2-1-1 New
Hampshire project director.”
United Ways of New Hampshire
recently announced that Reimer
has been named project director
for 2-1-1 New Hampshire, a
statewide information and referral



service. She will oversee the
development and implementation
of the service, which connects peo-
ple to health and human services
and volunteer opportunities in their
communities by dialing 2-1-1 on
their telephones. The system is
expected to be available February
11, 2007.
http://www.heritageunitedway.org/
pdfs/nrrelease.pdf 

New Jersey
“Help is a phone call away, opera-
tors of youth hotlines say.”  
“The number one reason people
cite for not getting the help they
need is they don't know the help is
available or where to call for
help,” said Jeanne Cassano, execu-
tive director of Hunterdon Helpline
Inc., a 211 helpline that covers
Monmouth, Hunterdon and
Somerset counties, providing
information and referrals to com-
munity services.
http://www.app.com/apps/pbcs.dll/
article?AID=/20060423/NEWS/60
4230428 

“Hotlines target different segments
of population.”    A total of 33,000
calls came in to the Contact’s 24-
hour crisis-intervention and listen-
ing hotline or to 2-1-1 of Ocean
County, a 24-hour information-
and-referral service that Contact
runs.
http://www.app.com/apps/pbcs.dll/
article?AID=/20060423/NEWS/60
4230434 

Nevada
As of February, 2-1-1 works in

Nevada and is now available
throughout the Pahrump area, with
plans to expand to all rural com-
munities soon.
http://www.pahrumpvalleytimes.co
m/2006/03/29/news/unitedway.html 

North Carolina
“Help, information a call away:  2-
1-1 line provides referrals to peo-
ple in need.”  Nearing its fifth
anniversary, 2-1-1 of Western
North Carolina has taken calls
from thousands of people, The
biggest growth in 2-1-1 has been
on its Web site, www.211wnc.org 
http://www.citizen-
times.com/apps/pbcs.dll/article?AI
D=/20060325/NEWS01/60324078 

Ohio
“Don't Borrow Trouble, Cuyahoga
County” makes use of United Way
of Greater Cleveland’s 211/First
Call for Help, a round-the-clock
service that helps people in crisis. 
First Call, reached by calling 2-1-1
or 216-436-2000, steers people to
nine agencies and law firms that
can get them on mortgage repay-
ment plans or challenge illegal
lending. 
http://www.cleveland.com/news/pla
indealer/index.ssf?/base/cuya-
hoga/1143798126250490.xml&coll
=2 

South Carolina
“Disabled residents focus of initia-
tive.”   Area residents with disabil-
ities who might need help in an
evacuation, such as during a hurri-
cane, are being asked to contact 2-
1-1 and other numbers during

“Operation Evacuation” week.
http://www.charleston.net/sto-
ries/?newsID=82026&section=loc
alnews 

Tennessee
“2-1-1 line soon to be statewide.”
The Tennessee Regulatory
Authority (TRA) last month
approved a petition to invest
$400,000 in start-up cost for a
statewide 2-1-1 help line.
http://www.nashvillecitypaper.com/
index.cfm?section_id=9&screen=n
ews&news_id=48891

Texas
“Dialing program makes services
available.”  Texas Information and
Referral Network had more than 1
million calls last year.
http://thefacts.com/story.lasso?ewc
d=95b2cb12ed29f2cc 

Washington
“Calls double with 211 hotline.”
Snohomish county’s new social
service call center is handling
twice as many calls in the num-
ber’s first month of existence.
While demand for housing, food
and other family services remains
high in Snohomish County, the
launch of the new 211 social serv-
ice hotline has not “triggered a
new wave of people needing serv-
ices.”
http://www.heraldnet.com/sto-
ries/06/03/28/100loc_b1211001.cf
m 

“United Way honors donors and
employers.”    A special award
went to the Employees Community 
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Michelle Crawford - Conyers, GA
Krystle Stephens - Tega Cay, SC
Area XI Agency on Aging - Columbus, IN
Center for Creative Living - Lawton, OK
Child Care Connection - Worcester, MA
Crisis Link - Arlington, VA
Cumberland Co Coordinating Council on Older
Adults - Fayetteville, NC
EMT Associates, Inc - Encino, CA
Family and Children's Service - Albany, NY
FEGS - Health & Human Service System - New york,
NY
Helplink Aging & Disability Resource Center - Black
River Falls, WI
I&R R Services of Fairfield County - Lancaster, OH
Jefferson Area Board for Aging - Charlottesville, VA
Lake County Public Library - Merrillville, IN
Michigan Association of United Ways - Lansing, MI
Natick Council on Aging - Natick, MA
New York City DOHHH - Call Center - New York,
NY
Oneida Elderly Services - Oneida, WI

Polk County Aging Programs - Balsam Lake, WI
Seekonk Human Services - Seekonk, MA
Senior Solutions of Southwest Florida - Fort Myers,
FL
Southern Crescent AAA - Franklin, GA
The Blue Fountain for a Healthy Florida -
Jacksonville, FL
United Way of Anchorage -  Anchorage, AK
United Way of Central West Virginia Information &
Referral - Charleston, WV
United Way of Kern County - Bakersfield, CA
United Way of San Diego - San Diego, CA
United Way of San Luis Obisbo - San Luis Obisbo,
CA
USAF 52 MSS/DPF - APO, AE
Virginia Department of Social Services - Richmond,
VA
Visiting Nurses Association of Cape Cod - S. Dennis,
MA
Westmoreland Co Area Agency on Aging -
Greensburg, PA

Welcome New Members

Continued from Page 19

The following sites have been accredited in 2006.  For a complete listing of AIRS accredited organizations or
for more information on accreditation or an application, visit the AIRS web site at www.airs.org or contact
Charlene Hipes, Credentialing Director at charlenehipes@airs.org or (503) 257-3537.

Florida, Jacksonville United Way First Call, United Way of Northeast Florida
Florida, Sarasota United Way 2-1-1 of Manasota
Florida, Tampa 2-1-1 Tampa Bay
Washington, Everett Volunteers of America, Community Information Line

AIRS congratulates newly accredited sites

Fund of Boeing Puget Sound,
United Way of Snohomish County
and Volunteers of America Western
Washington for their efforts to
launch the 2-1-1 social services
information system.  
http://www.heraldnet.com/sto-
ries/06/04/19/100loc_b3applause0
01.cfm 

Canada 
“Linking You To All Non
Emergency Services:  Getting
everyone on board for 2-1-1 is the
message delivered this evening by
the United Way.”   Plan is to have
the service (phone and Web site)
available to  56% of the B.C. pop-

ulation  in 2007.  The national goal
is to have 2-1-1 available to all
Canadians by the year 2011.  
http://www.opinion250.com/blogs/
news/archive/2006/04/24/8644.asp
x



Certification Test Dates
Testing sites must first be approved by a state/regional/provincial I&R association. AIRS must receive notifica-
tion at least 90 days in advance. The Certified Information & Referral Specialist (CIRS), Certified Resource
Specialist (CRS) and Certified Information & Referral Specialist-Aging (CIRS-A) exams will be offered at
each test site.
Applications to take an exam are due in the AIRS office 30 days prior to a test. (Applications are available for
download on the AIRSWeb site.)
The contacts listed for each site can provide information such as directions to the test site, whether training or
a study session will be available before the exam, and if there are additional charges from the hosting organi-
zation. 
For additional questions, or to schedule a test, contact the AIRS Headquarters at  (703) 218-AIRS (2477) ext
201 or certification@airs.org.
JUNE 4 - MILWAUKEE, WI - 
1:30 - 3:30 pm
AIRS Conference - Hyatt Regency Milwaukee
333 West Kilbourne Avenue
Amanda Leibert   (703) 218-2477 x211   
amandaleibert@airs.org
JUNE 7  - MILWAUKEE, WI   
2:30 - 4:30 pm
AIRS Conference - Hyatt Regency Milwaukee
333 West Kilbourne Avenue
Amanda Leibert   (703) 218-2477 x 211   
amandaleibert@airs.org

JUNE 13 - REDLANDS, CA
10:00 am - Noon AND 1:00 - 3:00 pm
Redlands Community Center
111 W. Lagonia Avenue
Angie Baur   (949) 646-4357   
abaur@infolinkoc.org
An administrative fee of $25 is due on exam day in
the form of a check or cash, payable to CAIRS.
Classes will be offered at the Southern California
Regional CAIRS conference May 19. 

JUNE 13 - HAMIL TON, ONTARIO, CANADA
10:00 am - Noon
Settlement and Integration Service Organization
360 James Street North
LIUNA Station - Lower Concourrse
Cristina Umana   (416) 392-4558  
info@informcanada.ca

JUNE 22 - LAWRENCEVILLE, NJ 
12:00 - 2:00 pm
United Way of Greater Mercer County
3131 Princeton Pike - Building 4
Steven Nagel   (732) 418-0202 x200   
director@info-line.org

JUNE 28 - SAN GABRIEL, CA
10:00 am - Noon
211 LA County
526 W Las Tunas Drive
Peter Talavera   (626) 350-1841   
Peter@211la.org

JULY 12 - ROCKY HILL, CT
8:15-10:15 am AND 10:30 am-12:30 pm AND 2:30 -
4:30 pm
United Way of Connecticut/2-1-1 Infoline
1344 Silas Deane Hwy.
Trina Stehlik   (860) 571-6046   
trina.stehlik@ctunitedway.org

JULY 14 - EASTPEORIA, IL
8:00 - 10:00 am
Illinois AIRS Conference - Stoney Creek Inn
101 Mariners Way
Gina Strafford   (630) 407-6444
gina.strafford@dupage.co.org
An administrative fee of $25 is due prior to exam day
in the form of a check or cash, payable to Illinois
AIRS or free with conference registration.  A work-
shop on The ABCs of I&R will be held on July 12th
as part of the Illinois AIRS conference. 
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JULY 14 - BAY CITY, MI 
10:00 am - Noon
United Way of Bay County
909 Washington Avenue
Victoria Ribble   (989) 893-2211   bacc@unitedway-
baycounty.org
For information on preparation courses contact
Victoria. 

JULY 14  -  FORT LAUDERDALE, FL
10:00 am - Noon
Aging and Disability Resource Center of Broward
5345 NW35th Avenue
Cheryl Wilson  (954) 714-3464  wilsonc@elderaf-
fairs.org

JULY 20 - NASHVILLE, TN  9:00 - 11:00 am or
3:00 - 5:00 pm
United Way of Metro Nashville
250 Venture Circle
Sharon Kay Russell (865) 546-6262   
srussell@knxcac.org

JULY 28  - PORTLAND, OR 10:30 am - 12:30 pm
211 info
621 SWAlder, Ste. #810
Elizabeth Bartel   (503) 650-5725   lizb@co.clacka-
mas.or.us
It will cost to park in the parking garage that is next
to the building or street parking is metered. 
There will be a Test Prep class on July 14 at the
above address at 10:30 am. 

AUGUST 21 - APPLETON, WI 10:00 am - Noon
Radisson Paper Valley Hotel
333 West College Avenue
Maurine Strickland (608) 266-4448
strikma@dhfs.state.wi.us

AUGUST 23 - MYRTLE BEACH, SC
9:00 - 11:00 am
Summer School of Gerontology
Springmaid Beach Resort and Conference Center
3200 S. Ocean Blvd.
Barbara Link   (803) 734-9919   linkbf@aging.sc.gov
There is a $5 conference fee for those taking the two-
day ABCs of I&R training course offered through the
Summer School of Gerontology.
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2-1-1 DIRECTOR: Play a
key role in the recovery of
the New Orleans area. Build
increased capacity of 2-1-1
information and referral/crisis
call center and role of 2-1-1
in the community. Requires
proven management experi-
ence, crisis call center expe-
rience, and related master's
degree. Competitive salary
and benefits. E-mail
Marguerite Redwine, CEO,
at mredwine@vialink.org or
fax to (504) 895-5560.

INFORMATION & REFER-
RAL SPECIALIST: Provides
confidential, appropriate,
unbiased health and social
service information, referral
and 
advocacy to the general pub-
lic by telephone; performs
preliminary screening for eli-
gibility for public and commu-
nity services; assists callers
with access issues; and
tracks gaps in services.
Requires Bachelor's degree

in human services, psycholo-
gy, sociology, or other social 
service focus, one year of
experience providing infor-
mation and referral or
crisis/hotline 
service, or one year of expe-
rience working with social
service organization.
Requires knowledge of
social services system, gov-
ernmental bodies and geog-
raphy of 
Oregon and Southwest
Washington. Pay begins at
$12.75 hourly.  Generous
benefit package including
medical, dental and 403(b).
Contact 211info
by phone: (503) 265-6502,
by mail: 621 SW Alder #810,
Portland OR 97205 or by e-
mailing contact@211info.org.

LINE SUPERVISOR:
Performs ACD and
special program monitoring,
management, analysis,
review and reporting.
Serves as liaison between

Information & Referral
Specialists and
Assistants and the Resource
Department Specialists and
Assistants to communicate
needs or changes in the
database from the standpoint
of
their assigned department.
Provide backup to depart-
ment with review of depart-
ment manager. Works col-
laboratively with Call Center
Manager to schedule call
center
staff.  Be the point person for
reporting when absent. Be
available to call center staff
members to answer ques-
tions/assist
in developing standard
response to callers.  Serves
as supervisor of
referral, if needed, when
caller asks to speak with a
supervisor. Orients and train
new employees, including
evaluating training materials
and updating procedures.
Respond to training gaps

with information, coaching
and/or evaluate for Call
Center Manager.
Performs minimum of 20
hours per week information
and referral
telephone coverage.
Requires Bachelor's degree
in human services, psycholo-
gy, sociology, or other
social service focus; three
years of experience provid-
ing information and referral
or crisis/hotline service, or
one year of experience work-
ing with social service organ-
ization. Salary begins at
$14.45 per hour with gener-
ous benefit package.
Complete the agency
Application Packet, available
by contacting 211info at
(503) 265-6502 or by e-mail-
ing contact@211info.org.

QUALITY INSURANCE AND
TRAINING MANAGER:
Assures high quality service
delivery for statewide 2-1-1
health and human services

information and referral net-
work. Responsible for track-
ing performance and over-
seeing ongoing quality
improvement activities for
statewide 2-1-1 information
and referral service based on
standards established by the
Alliance of Information
and Referral Services and
Washington Information
Network 2-1-1 (WIN 211).
Conducts training needs
assessments, then develops,
implements and manages
training programs that are
targeted to individual and
organizational needs for WIN
211, the eight call centers
providing 2-1-1 service in
Washington state and other
2-1-1 stakeholders.   Tracks
performance of call centers
against established metrics.
A full job description is avail-
able at www.win211.org.
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