
accreditation 
2013

Twenty-three I&R programs will receive their award of 
AIRS Accreditation at the AIRS 2013 Conference

Congratulations on this outstanding achievement!



State/Province City Agency Name 

Alberta, Canada Calgary 211 Calgary/Distress Centre Calgary

Arizona Phoenix 2-1-1 Arizona/Community Information and Referral Services

California Los Angeles 211 LA County

California San Diego 2-1-1 San Diego 

Florida Lantana 2-1-1 Palm Beach/Treasure Coast 

Indiana Evansville United Way 2-1-1/United Way of Southwestern Indiana 

Indiana  Fort Wayne First Call for Help/United Way of Allen County

Louisiana Shreveport 2-1-1 Connections/Centerpoint Community Services

Maryland Baltimore 2-1-1 Maryland at United Way of Central Maryland

Missouri St. Louis 2-1-1 Missouri/SW Illinois/United Way of Greater St. Louis

Ohio Akron 2-1-1 Summit County/Info Line, Inc.  

Ohio Canton United Way 2-1-1/United Way of Greater Stark County   

Ohio Dayton HelpLink 2-1-1/United Way of the Greater Dayton Area                                                                  

Oregon Portland 211info

Texas Amarillo 2-1-1 Texas Panhandle/United Way of Amarillo and Canyon Counties  

Texas San Antonio 2-1-1 Texas Alamo/United Way of San Antonio and Bexar Counties                                               

Texas Sherman  2-1-1 Texas Texoma/Texoma Area Information Center                                                                                 

Texas Sulphur 
Springs 2-1-1 Texas Northeast Texas/Hopkins County Community Action Network                                                                                                                            

Texas Tyler 2-1-1 Texas East Texas/United Way of Smith County                                                                                                                                                                                                                                               

Virginia Roanoke 2-1-1 Virginia: Southwest Region/Council of Community Services 

Washington Seattle 2-1-1 King County/Crisis Clinic

Wisconsin Green Bay 2-1-1: Get Connected, Get Answers/Brown County United Way

Wisconsin Madison  United Way 2-1-1/United Way of Dane County 

List of Accredited Agencies

These programs worked very hard for this recognition and AIRS is proud of their achievement 
and commitment to providing quality I&R services. Those who are recognized for 

reaccreditation are listed in green and those in blue are being accredited for the third time.

Twenty-three I&R programs will receive their award of 
AIRS accreditation at the AIRS 2013 Conference, 

bringing the total number of AIRS accredited 
organizations to 145. 

file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx
file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx
file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx
file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx
file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx
file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx
file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx
file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx
file://localhost/Volumes/Public/Shared%20Docs/AIRS%20Docs/Conference/Accreditation%20Booklet/Accredited%20SItes%202013%20AIRS%20Conference.docx


AIRS ACCREDITATION 2013

AIRS ACCREDITATION
ALLIANCE OF INFORMATION & REFERRAL SYSTEMS

AIRS Accreditation is the primary quality assurance 
mechanism for affirming I&R excellence

It assesses the ability of an Information and Referral program to 
demonstrate full compliance with AIRS Standards

Accreditation is a multi-phase process that assesses more than 200 distinct components of 
an I&R services operation and culminates in a detailed onsite review. 

AIRS Accreditation is endorsed by national, state and provincial entities as a benchmark for 
all I&R providers. For 2-1-1 services in particular, it has been designated as a requirement 
for funding in most states. 
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Agencies that have been accredited feel that it is well worth the time and cost involved as it allows for review of current 
I&R center operations and gives them the opportunity to make improvements that benefit both the organization and 
those it serves.  

More than 140 organizations in the United States and Canada have successfully attained AIRS Accreditation and yours 
can too. It is suitable for organizations of all sizes - some accredited agencies have less than 5 full-time staff. 

Whether an I&R program is national or local in scope, comprehensive or specialized in 
nature, or offered in a nonprofit or government setting, AIRS Accreditation is the best 

way to demonstrate the overall quality and effectiveness of an I&R service.

AIRS Accreditation benefits the organization, 
the public, and the human services sector

For the agency:

• Builds staff confidence because their skills have been validated by an external body.
• Enhances quality assurance and consistency of service levels within your own I&R.
• Helps stakeholders understand and appreciate the professionalism required for I&R.
• Serves as an important criterion in securing and maintaining funding.
• Enables people to reflect on and understand their I&R role and skills during the 

study process. 
• Encourages alignment of staff training resources with 

the AIRS Standards and Certification process to 
provide continual service enhancement. 

For the public & human services sector:

• Enhances agency quality assurance and service 
consistency between different I&Rs.

• Improves customer service with increases to staff 
knowledge and skills.
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Contact:
www.airs.org/accreditation
charlenehipes@airs.org

http://www.airs.org/accreditation
http://www.airs.org/accreditation
mailto:charlenehipes@airs.org
mailto:charlenehipes@airs.org
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Need more reasons why your agency should be AIRS Accredited?

But don’t just take our word for it!
Here’s what others are saying:

Being an accredited I&R has been a tremendous selling point in many presentations and outreach efforts, including 
those for fundraising purposes. It has put us in the spotlight positively from local board level on up to state level. I highly 
encourage accreditation. - Jan Wawrzyniak, United Way 2-1-1 Director, Monroe, LA

Just DO IT! The benefits far outweigh the time invested. Having all required elements in place offers ease in training 
new staff. In addition it is a great opportunity to engage I&R staff, board/advisory and the community in what we do and 
how others view us. - Vicki Mize, United Way of Tarrant County, Arlington, TX

This process required staff to make quality assurance a priority, which is essential to our growth as a 2-1-1 center and 
as professionals as well. We are a higher quality service because of our participation in the accreditation
process. - Burlie Williams, Asst. Director, United Way 2-1-1 & Volunteer Center, United Way of Dane 
County, Madison, WI

AIRS Accreditation gave our staff and board of directors a feeling of pride and accomplishment        
and the process resulted in better services for the community we serve. - Karen Zangerle, Exec. 
Director, PATH Inc., Bloomington, IL

The process allows I&R organizations a systematic way of analyzing and evaluating their operations 
in ways that they have not previously thought of. - Faed Hendry, Manager of Training & Outreach, 
Findhelp Information Services, Toronto, ON 

AIRS Accreditation provides:

• Objective evidence of achievement in the areas of service quality and effectiveness, 
community involvement and organizational stability.

• Demonstrated commitment on the part of your leadership to meeting the highest 
standards in the field.

• Enhanced credibility in the eyes of the public and your other stakeholders.
• A stronger position in what is emerging as a competitive field. Some funders are 

requiring national accreditation. 
• Expanded access to new markets, government funding and foundation grants.
• Improved protection against legal challenges.
• International recognition by your peers in the I&R sector.
• The AIRS Accreditation Program is operated in alignment with the standards 

developed by the Institute of Credentialing Excellence.

AIRS Accreditation involves a three-phase process:

• A Remote Database Review to ensure that the resource database meets minimum requirements.
• A Consultation Phase during which the I&R service completes and submits required documentation in 

consultation with a liaison assigned by AIRS.
• An On-Site Review during which a review team is able to see the agency in operation and verify that its 

practices are consistent with the accreditation criteria. At a minimum, the site visit includes a tour of the facility, 
a meeting with the agency’s volunteer leadership, and interviews with key I&R staff.

• Following the site visit, a report with a recommendation from the review team is completed and submitted to 
the chair of the AIRS Accreditation Program for approval and a letter is sent to notify the agency of the results.

Go to www.airs.org/accreditation to get started.

It is important that you first review your operation against the AIRS Standards and make sure that you have a 
majority of components already in place because an organization has 10 months from the date of their 
application to submit their initial documentation.The cost of accreditation is a non-refundable fee of $6,000 USD 
for AIRS members or $9,000 USD for non-members. These fees include all of the costs of a site visit and may 
be paid in 2 installments.  

H
ow

http://www.airs.org/accreditation
http://www.airs.org/accreditation


AIRS ACCREDITATION 2013

211 Calgary provides information and referral to all community, government, and social 
services in the Calgary area. Service is provided 24 hours a day, 7 days a week, by trained and 
certified staff with support in multiple languages available. 211 Calgary is a partnership of the 
United Way of Calgary, the City of Calgary, and Distress Centre Calgary, with the goal of 
ensuring that all Calgarians have easy access to information and referral services. The service 
takes the guesswork out of finding assistance, helping callers connect the right service quickly 
and easily.

211 Calgary/
Distress Centre Calgary
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Community Information and Referral Services 
(CIR) was founded in 1964 and incorporated in 
1979 as a 501(c)(3) nonprofit organization and 
provides human service information and referral 
services. 

CIR’s mission is to serve as Arizona's key 
source of integrated information that brings 
people and services together to meet vital needs. 
CIR’s vision is for all Arizonans to be easily 
connected to available health and human services 
in their communities. 

Current programs of CIR include:
• Arizona Foreclosure Assistance Hotline
• CONTACS Homeless and Domestic Violence Shelter hotline for Maricopa County 
• HUD Homeless Management Information System (HMIS) for Maricopa County
• Community Voice Mail for homeless persons
• Health E Arizona Hotline 
• Maricopa County Free Immunization and Flu Hotlines
• The Arizona Governor’s Commission on Service and Volunteerism’s Volunteer Challenge
• Channel 12’s Hero Central Partner
• 2-1-1 Arizona

In FY 2012, CIR assisted Arizona residents with over 1.2 million service requests through 
the 2-1-1 call center and website www.211Arizona.org , and currently refers to over 37,000 
statewide services provided by over 12,000 participating programs through over 3,000 
agencies.

2-1-1 Arizona/Community Information 
and Referral Services

http://www.211Arizona.org
http://www.211Arizona.org
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211 LA County is the largest information and referral (I&R) service in the nation and is 
recognized internationally for leadership in the field. Since 1981, 211 LA County has provided 
free, confidential services 24/7 in more than 140 languages. 211 LA County functions as a 
gateway to Los Angeles County’s vast and complex social service system and serves as the 
public information source during disaster and other health emergencies. Professional 
community resource advisors help over half a million callers every year using a comprehensive 
community resource database containing information on over 49,000 programs and services.

211 LA County developed the AIRS/211 LA County Taxonomy which has become the North 
American standard for indexing and accessing human services resource databases. 211 LA 
County was also the first agency accredited by AIRS in 1997, and has since renewed its 
accreditation in 2005 and 2013. 

211 LA County



AIRS ACCREDITATION 2013

Serving the entire population of San Diego and Imperial County, 2-1-1 San Diego is the 
region’s primary connection to more than 6,000 community, health and disaster services, 24-
hours a day in more than 200 languages through the stigma-free phone service and 
searchable online database. 

As a trailblazing provider of information and referral services, as well as enhanced 
services to the San Diego community, 2-1-1 San Diego is known for unique approaches to 
programs, service delivery and financial sustainability. Providing unique specialty programs 
such as the First 5 San Diego Warm Line, Courage to Call military and veteran peer support 
line, Health and Breast Health Navigation line and 
Benefits and Enrollment services completing 
applications for public benefit programs, 2-1-1 
uses the power of technology and innovation, to 
connect more than 400,000 people annually to 
the help they need. The San Diego community 
and the 2-1-1 San Diego team is always looking 
at ways to improve services and help the region. 
It is because of 2-1-1’s strong relationships with 
community partners and 2-1-1’s knowledgeable 
staff that 2-1-1 continues to put critical resources 
at the fingertips of those that need it most. 

2-1-1 San Diego 
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United Way of Southwestern Indiana operates a 2-1-1 Center. 

      2-1-1 is an easy-to-remember telephone number that impacts communities by 
connecting people with important services and volunteer opportunities. 2-1-1 makes it 
possible for people in need to navigate the complex and ever-changing maze of human 
services. 

Our mission is to link individuals in need of social services with the appropriate 
service providers in the community.

United Way 2-1-1/
United Way of Southwestern Indiana
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United Way of Allen County 211 is the 211 service provider for 13 counties in Northeast 
Indiana.  We are a long-time I&R program that has been around for nearly 20 years, and we 
have served our community with the 2-1-1 dialing code since November 2003.  During that 
time, we have grown and expanded our services in not only geography, but also with 
offering enhanced services.  United Way 211 has served as the portal to HPRP, ESG, and 
SSVF programs in our community by handling all the pre-screenings for these HUD 
programs.  We play a significant role in assessing and screening for emergency housing and 
homeless work in our area. In addition, as a part of a statewide IN211 contract, we are able 
to conduct pre-eligibility screening, participate in outreach, and offer referrals for SNAP 
benefits.  We take pride that we are one of the leaders in the Indiana 211 Partnership 
alongside the other IN211 Centers.  

First Call for Help/
United Way of Allen County
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In 1962, what is now 2-1-1 Maryland at United Way of Central Maryland began as a small 
program known as the Community Information and Referral Service, operating five days a week 
with a staff of two dedicated individuals. The mission of the program has not changed – to 
skillfully and compassionately link people in need with community resources – but the scope 
has. Now a 24/7 AIRS-accredited service with a staff of 13, UWCM’s 2-1-1 call center has 
become part of a permanent 2-1-1 system in Maryland. 

2-1-1 Maryland at the United Way of 
Central Maryland
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United Way 2-1-1 Missouri launched in November 2007, completing coverage for the 99 
remaining Missouri counties. In 2009, southwest Illinois was added, making United Way 
Missouri/Southwest Illinois one of the few bi-state 2-1-1’s in the country. Now fully funded by 
United Way of Greater St. Louis, 2-1-1 was started in partnership with the Missouri 
Foundation for Health which provided start-up funding for 5 years and authorization from the 
Missouri Public Service Commission. Since its inception, 2-1-1 Missouri/Southwest Illinois 
has handled more than 500,000 calls. It has also been recognized for significant partnerships 
and collaborations such as the NIH Cancer Control Research Study with Washington 
University and serving as a co-author for the joint article presented in the American Journal 
of Preventive Medicine in Fall 2012. Commendations for disaster response efforts have also 
been lauded upon the agency for its response to several natural disasters, including the 
worst tornado in Missouri’s history that hit Joplin, Missouri in 2011. Viewed as the leading 
I&R agency in Missouri, 2-1-1 provides coverage statewide under the leadership of United 
Way of Greater St. Louis and United Way of Greater Kansas City. One Phone Number. One 
Place to Find Help. That’s the very reason for this 2-1-1’s existence…to help others when 
they need it most.

2-1-1 Missouri/SW Illinois/
United Way of Greater St. Louis



ALLIANCE OF INFORMATION & REFERRAL SYSTEMS

Info Line has been providing comprehensive Information and Referral since 1975 and 
recently completed its third accreditation through AIRS. Info Line is located in Akron, Ohio 
and currently provides 24 hour 2-1-1 service for Summit and Lorain Counties as well as after-
hours 2-1-1 service for an additional six counties.

2-1-1 Summit County/Info Line, Inc.
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United Way of Greater Stark County’s 2-1-1 Information & Referral help line serves the 
Ohio counties of Stark, Tuscarawas, Jefferson and will launch services in neighboring Carroll 
County this summer. 

Director Sherri McKinney-Frantz (seated, right) leads a staff of four I&R Specialists, two 
I&R Resource Specialists and a committed team of volunteers and interns. 

United Way of Greater Stark County’s 2-1-1 Information & Referral is located in historic 
downtown Canton, Ohio, and is sponsored in part by Aultman. 

United Way 2-1-1/United Way of Greater 
Stark County 
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With more than 4,000 nonprofit organizations and government programs in our 3 county 
service area, it can be tough to know where to turn for help. That’s why United Way of the 
Greater Dayton Area created HelpLink 2-1-1. These skilled workers listen to your needs, 
research all available service options, connect you with help, and follow-up as needed. They 
are specially trained to help with problem solving and crisis intervention. HelpLink 2-1-1 has 
partnered with many agencies in the community 
to create customized services that HelpLink 2-1-1 
offers callers. These programs include an 
Afterhours Answering Service, Foreclosure 
Prevention, Dislocated Worker, Case Consultation 
and EITC/VITA programs. 

HelpLink 2-1-1 is completely free, completely 
confidential, and available 24 hours a day. 
HelpLink 2-1-1 staff are always on site to assist 
others, which means that no matter what time of 
day it is, a staff member is available to answer 
your call 7 days a week, 365 days a year.

HelpLink 2-1-1/United Way of the 
Greater Dayton Area
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2-1-1 Texas Panhandle is an Information and Referral Network that provides 
comprehensive information & referral service to individuals and agencies in the top 26 
counties of the Texas Panhandle. Our mission is to connect people to local services that 
can meet their need. Calls are answered by friendly, trained specialists with a database of 
community services at their fingertips.

All information and referrals are free, confidential, and aimed at connecting those who 
need help with the most appropriate resources available.

2-1-1 Texas is a program of the Texas Health and Human Services Commission and is a 
program of the United Way of Amarillo and Canyon.

2-1-1 Texas Panhandle/United Way of 
Amarillo and Canyon Counties
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When the United Way of San Antonio & Bexar County began the Help Line in 1977, the 
original mission was to provide Information and Referral (I&R) services for the community.  In 
2002, the Help Line became 2-1-1 Texas United Way Help Line, joining the Texas wide 
network of 2-1-1’s with the major objective of providing I&R to the whole state.  Throughout 
the years we’ve continued to develop into the 2-1-1 Texas Alamo Region AIC, which 
operates 24 hours a day, 7 days a week and serves a 12 county region (as mapped on the 
right).

Our database staff developed, operates, and maintain the 
comprehensive database used for our daily I&R operations. 

The same referral information is also available in printed 
format and in an online database on the United Way of San 
Antonio and Bexar County’s web site. In 2007, we partnered 
with Texas Resources for Iraq-Afghanistan Deployment Fund 
to pioneer one of the first military I&R programs, providing 
specialized I&R to military members (active duty, retired, and 
veterans) as well as their families. The program continued to 
receive funding from the Texas Veterans Commission for an 
additional two years.  In 2009, we added to the website an 
online Chat feature available 24 hours a day, 7 days a week.

Our annual call volume has increased by 400% from 109,960 in 2006 to 564,658 in 2012.  
As our call volume increased, so has our team.  We currently have 34 members, including our 
management staff. 85% of our team members have dual AIRS Certification.  

Please let us know if you plan on visiting San Antonio—we would love to offer you a tour 
of our call center!

2-1-1 Texas Alamo/United Way of San 
Antonio and Bexar Counties
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2-1-1 Texas Fact Sheet

PROGRAM:	 	 	 2-1-1 Texas Program
                                Client Services Department
FUNDED BY:	 	 	 Texas Health and Human Services Commission
TEXOMA STAFF:		 6 (Manager, Resource Manager, and 4 Information Specialists)
SERVICE AREA:		 Cooke, Fannin, and Grayson Counties

As a result of our work at Texoma Area Information Center, more than 52,000 callers 
receive resources through the 2-1-1 Texas helpline.  2-1-1 is a toll-free number answered 
by trained professionals who can listen and help.  Utilizing a database of regional 
resources, callers are matched to the appropriate agency that can assist them with 
solutions to complicated, temporary and unexpected issues before they become 
overwhelmed.

25 centers make-up the Texas I&R Network; in 2012, the network received more than 
3.3 million calls.  2-1-1 Texoma handled 52,142 calls in 2012.

LOCAL PRODUCTS:  Summertastic! Texoma Youth Guide, Annual publication 
highlighting activities for children and families.  Texoma Resource Book, a resource guide 
targeted to social service professionals.

2-1-1 Texas Texoma/
Texoma Area Information Center
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Hopkins County Community Action Network provides information and referral services 
for nine counties in North East Texas through the 2-1-1 Texas Information and Referral 
Network. In 2012, our agency assisted over 58,000 callers through 2-1-1 Texas and 
assisted walk-in clients from Hopkins County as well. Since our region is very rural, our 
agency is extremely active in outreach events, not only to promote the work of 2-1-1 
Texas but also to find new resources that are available to assist residents of our region.

2-1-1 Texas Northeast Texas/Hopkins 
County Community Action Network
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Since 1991, the United Way of Smith County (UWSC) has been providing Information and 
Referral (I&R) Services. Since spring 2004, UWSC has been serving as one of the Area 
Information Centers that are a part of the 2-1-1 Texas Information and Referral Network, a 
program of the Texas Health and Human Services Commission; and, since 2006, has been 
accredited by the Alliance of Information and Referral Systems (AIRS). 2-1-1 Texas: East 
Texas Region, also known as the East Texas Area Information Center (ETAIC), serves the 
following 14 counties: Anderson, Camp, Cherokee, Gregg, Harrison, Henderson, Marion, 
Panola, Rains, Rusk, Smith, Upshur, Van Zandt, and Wood by fulfilling its mission 
“Connecting People and Services”.

2-1-1 Texas East Texas/
United Way of Smith County
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2-1-1 VIRGINIA – Southwest Region received AIRS Recertification in July, 2012. 
2-1-1 VIRGINIA is a program of the Council of Community Services in Roanoke, Virginia, 
and provides professional information and referral services 24 hours daily, 7 days weekly 
for the entire Commonwealth. The Southwest office employs 14 Community Information 
& Referral Specialists, 11 of whom are full time. Several staff members hold AIRS 
Certifications in multiple specializations.

2-1-1 Virginia: Southwest Region/
Council of Community Services
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King County 2-1-1 is located in 
Seattle and went live in 2006 as part of 
the statewide system serving 
Washington. Previously known as the 
“Community Information Line,” we 
have been providing information and 
referral services since 1973, and that 
means we are celebrating our 40th 
Anniversary! 

2-1-1 King County/Crisis Clinic
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The Brown County United Way 2-1-1: Get Connected, Get Answers is a free and 
confidential, information and referral service that the Brown County United Way officially 
launched on June 6, 2007.  The 2-1-1 call center operates 24 hours a day, 7 days a week, 
365 days a year through an easy-to-remember telephone number, trained call specialists, a 
community wide database, and a website.  The 2-1-1 call center (housed at the Brown 
County United Way) efficiently links all area residents to available community resources 
and information whenever they need them.  

The Brown County United Way has also spearheaded the concept of PLUS Sites.  
2-1-1 PLUS Sites are designed to help those without home telephones or Internet service 
gain access to 2-1-1 resources.  

2-1-1 PLUS (Partner, Link, Unite, Support) Sites are located within existing public locations 
(e.g., hospitals, schools, churches, shelters, miscellaneous non-profits) that offer Brown 
County residents help and guidance on how to get connected to 2-1-1.

2-1-1: Get Connected, Get Answers/
Brown County United Way
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United Way 2-1-1 is the place to call to give and get help for 7 counties in Wisconsin, 
helping 53,914 callers in 2012. Our information and referral service has existed for 30 years 
within United Way of Dane County. We are a small center, consisting of 3 full time staff, an 
AmeriCorps member, 1 part time staff and 14 volunteers. Volunteers receive the same 
intensive training as staff and are expected to provide the same level of service to callers. 
Each volunteer commits to 4 hours per week, some volunteers have been with us over 20 
years. We would not exist without the ongoing support and dedication of our volunteers. 
We are in the same department as the United Way Volunteer Center, sharing staffing, goals 
and a strong plan to serve our communities in times of disaster. United Way 2-1-1 is very 
excited and proud to achieve accreditation with AIRS.

United Way 2-1-1/
United Way of Dane County




