Application for AIRS Trainer Self-Referral Service

Name:
 Shye L. Louis

Organization Name: 2-1-1/LIFE LINE, a program of ABVI-Goodwill

Title: 2-1-1/LIFE LINE Manager

Address: 422 South Clinton Ave, Rochester NY  14620

Phone: 585-758-1119

Email: slouis@abvi-goodwill

Current responsibilities/activities: 

	Provides leadership and direction for the 2-1-1/LIFE LINE contact center business, a 24-hour crisis intervention and information & referral hotline handling over 300,000 contacts per year. Has responsibility for coordination and execution of all activities related to 2-1-1/LIFE LINE to include day-to-day operations, meeting performance metrics, service level management, reporting and analysis, resource management and retention. Develops growth and expansion strategies, secures new business, negotiates contractual agreements with community partners and has overall business income responsibility. Ensures contractual and regulatory compliance. Coordinate all aspects of resource operations, database and reporting functions. Assure that the center remains aligned with accrediting bodies (AIRS, AAS, 2-1-1 and other professional standards in a call center environment). Insure timely, systematic development and review of all written policies and procedures including quality assurance.  Responsible for the training coordination of new telecounselor hires and ongoing training needs. Provide community outreach for presentations and participate with community collaborative initiatives. Provide back-up on-call duties for hotline staff as needed. 


Number of years in current situation: 7.5 years

Previous employment/experience (Provide organizational name, final position title and years in situation for last three professional situations):

	Most recent: 

Lifenet, MHA of NYC (24-hour crisis and mental health/substance abuse referral hotline)

Referral Specialist (Part-time)

2006-2008


	NYS Child Care Coordinating Council

Best Practices Certification Site Reviewer (Consultant)

2005-2008


	REACHOUT of St. Lawrence County, Inc. (24 hour crisis & information hotline and Employee Assistance Program)

Hotline Coordinator/EAP Coordinator

1993-2003


I&R experience not included in previous information: 

	


Professional certifications and memberships (include any offices held): 

	· Certified Information and Referral Specialist (1998-2003 & 2004-Present)

· Certified Resource Specialist (2001-Present)

· NYS AIRS Board Member 1998-Present, past Vice President and past Membership Secretary)

· AIRS Training Committee Member (2006-Present)


Educational achievements:

	Masters of Education in Counseling and Human Development


Total years of training experience: 20 years

Topics you feel qualified to train: 

	· In depth training on any topic from the ABCs of I&R: Problem Assessment and Communication Skills, Advocacy & Empowerment; Follow-Up, etc.

· Suicide Assessment & Intervention

· Crisis Intervention

· CIRS Test Preparation

· Call Center Staffing

· Database Maintenance & Data Collection

· Mental Health Issues Overview for I&R Specialists

· Domestic Violence Overview for I&R Specialists

· Sexual Assault Overview for I&R Specialists

· Addictions Overview for I&R Specialists

· Challenging Callers

· Inclusion/Exclusion Policies

· Implementing Live Chat Services for Crisis and/or I&R programs


Previous trainings provided to I&R organizations (AIRS or affiliate conference workshops may be included):

	A short list of some of the major trainings I have provided outside my own agency:

· AIRS Conference 2008, 2009 & 2010: ABCs of I&R Intensive (co-presenter, 6 hour presentation)

· AIRS Conference 2010: Utilizing Live Chat in I&R

· Veterans Suicide Hotline 2007 - 2010: Suicide Hotline Counselor Training for all New Hires (5-7 days of training per trainee group)

· NYS AIRS Conference 2007:  CIRS Test Preparation/I&R Basics; Crystallizing a Response to the Needs of Veterans

· AIRS Conference 2007:  The Science of Call Center Staffing

· NYS AIRS Conference 2006: CIRS Test Preparation; The Science of Call Center Staffing

· AIRS Conference 2006: Crisis Intervention Intensive (co-presenter, 6 hour presentation)

· 211 Hudson Valley, 2006: The Building Blocks of I&R (6 hour presentation)


Trainings provided on-line or by webinars:

	None. 


Provide two samples of learning objectives used in delivery of previous training:

	1) Basic Information & Referral Skills Training OBJECTIVES:

Knowledge – The trainee will learn:

1. about the AIRS Standards for Information & Referral and individual testing for Information & Referral Specialist certification.

2. increased assessment skills

3. the resources listed in the Resource Database and how to use them during a call.

4. termination of a call as a particular dimension that influences the whole experience for a caller.

5. the role of exploring options, the problem solving process.

Attitudes – The trainee will show:

1. confidence in the use of the Resource Database and willingness to make at least 3 referrals when available.

2. willingness to ask callers for contact information for a follow-up call.

3. willingness to invite each caller to call again, if necessary or desirable.

4. recognition that not all calls demand a solution.

Skills – The trainee will demonstrate the ability to:

1. refrain from premature problem solving and agenda imposing.

2. assess callers needs appropriately

3. explore alternatives with caller.

4. make appropriate referrals.

5. terminate the call.

2) Crisis and Suicide Calls OBJECTIVES:
Knowledge – The trainee will learn:

1. the definition of crisis

2. the signs and symptoms of the potentially suicidal caller and how to respond effectively.

3. the resources for the suicidal caller – personal support network and professional referrals..

4. how mobile crisis programs operate 

5. the procedure for tracing a call.

Attitudes – The trainee will show:

1. empathy for the suicidal caller and objectivity in dealing with her issues.

2. realistic expectations of the outcome of a call.

Skills – The trainee will demonstrate the ability to:

1. perform a basic lethality assessment.

2. trace a call, when appropriate.

3. deal with the ambivalence of a suicidal caller.

4. follow the steps in a mobile crisis team referral.


Geographic areas willing to travel to:

	Anywhere, provided travel expenses are covered. 


Have you previously secured CEU requirements for training provided. If so, provide examples:

	No.


Fees (These may be very dependent on exploring client needs, size of training groups and travel costs but any basic information might be helpful to potential training purchasers):

	Fees (paid to my agency) based on the topic and length of requested training.  Please contact me to discuss your requirements for training.  Coverage of any travel expenses would also be required. 


List three references (include name, organization, phone and email) of individuals who can respond to inquiries concerning training that you have previously delivered:

	1) Timothy Jansen, LGSW, Executive Director, Community Crisis Services, Inc., 301.864.7095 x421, timj@ccsimd.org

2) Carol Wood, Director, 2-1-1 Helpline, Institute for Human Services, (607) 776-9467 x219, WoodC@ihsnet.org 

3) Vic Bridges, Supervising Program Specialist, National Veterans Suicide Hotline, (585) 393-7990, victoria.bridges@va.gov  


If you are a member of AIRS at the Standard level or higher, please provide membership number: 180374
If not a member of AIRS, do you intend to apply for membership if successful in this application or would you prefer to pay a $250 annual fee for inclusion in the AIRS Trainers Self-Referral Service?

 ________________________________________________________________________

Email completed application to: clivemjones@gmail.com
The assessment process should be completed within 6 weeks. You will be informed by email on the results of the assessment.

All information provided above is correct and I understand that AIRS will be in contact with I&R organizations that receive training. I also understand that AIRS always reserves the right to withdraw a listing for whatever reason and without explanation.

Shye L. Louis






09/22/10

Electronically affirmed






Date
