
MEMO TO DOCKET FILE 

FROM Patsy Fulton 

DATE January 26,2006 

SUBJECT DOCKET NO 05-00111 

Attached 1s a letter that was sent to Chalrman Pat Mlller hlay 27,2005 from Charhe 
Gray, Inter~m Chaw of East Tennessee Information & Referral, Inc In reference to 
thls Docket, however. slnce there was no clear reference to thls Docket mdlcated on 
the letter, ~t d ~ d  not get filed m thls Docket at that tlme It appears that lt 1s 
pertinent to thls case, therefore Staff IS fillng ~t In thls Docket at the present tune 
(January 26,2006) 



RECEIVED 
OFFICE OF 
PAT MILL EP 

May 26,2005 TN REGULATORY AUTHORITY 

Mr Pat Mrller, Charrrnan 
Tennessee Regulatory Authorrty 
460 James Robertson Parkway 
Nashvrlle, TN 37243-0505 

Dear Mr Mrller 

East Tennessee Informatron and Referral (211) suspended operatrons on February 25,2005 due 
to lack of fundlng The board has contrnued to search for ways to get 21 1 back on line After 
meetrng wrth several of the communrty leaders and Unrted Way of Knoxvrlle, 21 1 plans to be back 
on lrne rn about three weeks 

After revrewrng several proposals, the board dec~ded on to work wlth 21 I Nashvrlle to conduct a 
90 day prlot using therr agents to take the calls The databases are the same allowrng for an easy 
merge of Knoxville data 'The call should be transparent to the caller because all of the Knoxvrlle 
resources wrll be at the agents fingertrps 

We plan to have a local part tlme person on hand to talk wlth agencies and keep data current 
Other plans call for contacting surroundrng countres to ask for help wrth fundrng 21 1 will use area 
Unrted Ways, county governments, busrnesses, grants and rndrvrduals to request fundlng We 
have talked to Sevrer County government and Blount County Unrted Way Knox County Mayor 
Mrke Ragsdale supports these efforts as well 

The prlot fundlng vote IS scheduled for Thursday, May 26, 2005 by the Unrted Way of Knoxvrlle 
Enclosed IS a copy of our business plan 

Please adv~se us of any additronal rnformatlon or steps we should take to satlsfy any questions 
the TRA may have for East Tennessee Informatron and Referral 

enclosure 



211 Come Back Buslness Plan 
Nashvllle Collaborat~on 

Sprlng 2005 

Executive Summary 

East Tennessee Informatron and Referral was the first grass roots and the thrrd 211 servlce 
organ~zed In the Unlted States 211 began taklng calls In July 2000 and has continually increased 
the number of calls answered and people helped Other cltles have used the ETIR model to start 
thew programs On February 25, 2005 East Tennessee Informat~on and Referral temporarrly 
suspend operations Wh~le thls was a difficult dec~s~on, ~t was fiscally prudent and the board 
remains commrtted to operatrng 211 In Knoxville 

Nationally, 211 IS garnlng momentum Currently 108 million people have access to thrs valuable 
service There are 145 actlve 211 systems In 31 states, Wash~ngton,D C,  Puerto Rrco and 
Canada 

In order to re-start the program, we have negot~ated a 90-day prlot program In cooperatron wlth 
Nashvllle 211 The cost for the pllot IS $13,200 To get 211 back In operat~on an addrtronal 
$16,614 IS needed Thrs prlot program can be operat~onal by the first week of June 2005 wrth an 
addrtional expense of $50,000 to complete the year I n  2006 the annual cost IS $142,000 

The new program would require hirrng a part trme person locally that would interface wrth the 
agencres and manage the database wrth updated and accurate rnformat~on We plan to begln 
operatlng on a Monday thru Fr~day schedule from 7 00 am to 7 00 pin 

The monthly agency meeting would continue to be held and operat~ons locally would contlnue to 
be supervised by the management/adwsory board Board reorganlzatlon and on-going 
development IS also a large part of the plan 

Upon successful completion, 211 would contlnue the contract wlth Nashvrlle 211 at an annual 
local cost of $142,000 The cost for local wages, marketrng, and Allrance of Informahon and 
Referral Servrces (AIRS) partlcrpatron would be $40,000 The Nashville Plan supports statewide 
networkrng In the splrlt of collabomt~on and cooperatlon 

The contradng effort saves about $90,000 In operatlng costs, whlle contlnu~ng services In the 
865 calling area There are other benefits to partnerlng wrth Nashvrlle 211 They have several 
AIRS certified call takers Thls adds qualrty and credlblllty to the service 

The goal a to get 211 back on its feet The p~lot wrll accomplrsh that goal By uslng the 90 days 
we wrll have time to see ~f the communrty w~l l  prov~de the base funding and wrll give the board 
the opportunlty to add new blood The board plans to brlng together area United Ways, 
governments and mun~clpalrhes, corporate Sponsors, grants and prrvate donations to fund thrs 
program I f  thls plan does not work, then we will cons~der transferring the assets to another 
organlzatlon and turnrng over operat~ons 



The top five needs are Food, Utllrty assrstance, Health/med~cal, Housrng/shelter, Household 
goods 

Marketing 
Our Call volume show we have made great strrdes In lmprovlng name recognltron However, we 
strll have a lot of room for ~mprovement From the user standpoint, people In the community 
must be made aware of the service We plan to look at ways to continue and expand cooperatlon 
wlth the area agencies to Increase name recognrtlon Other avenues of getting thrs message out 
are needed 

Use a more proactive plan to announce re-start May look for a spokesperson to help 

To accompl~sh the goal of name recognrtlon, two board members wrll lead a team to put together 
PSA's, n/ spots that wrll tout the name 211 Crndy Hassell at WUOT may be a resource to 
promote 211 on NPR New board members will be needed In thls area to help develop and carry 
out thrs plan 

As part of board development, we w~l l  request a board member in each county respons~ble for 
211 to glve more actlve partrclpatlon In community events 

Service Analysis 
Contradlng wlth the Nashv~lle 211 supports the rnfrastructure of a statewrde network and 
supports the Unrted Way Natronal211 lnltlatlve In East Tennessee The call center also uses 
certlfied Allrance for Informat~on and Referral Servrce (AIRS) call agents The Nashvrlle center a 
also plannrng to be a certlfied call center In 2006 Thrs Insures the hlghest quallty to those uslng 
the service 

Financial Analysis 
Slnce we opened, our budget has been cont~nuously reduced whlle call volumes have Increased 
We have reduced our cost by nearly $90,000 to rts current level of $142,000 Current assets are 
estrmated to be $24,000, including the database, 6 agent cublcles and 2 supervrsor cub~cles, 1 
round table, 5 gray tables(5 foot), 6 blue chalrs, 13 monrtors, 9 computers, 10 NEC phone sets, 
and a server (leased) 

United Way of Knoxville has agreed to prov~de $13,600 for the comrng year, 2005 We have 
some commrtments for fundlng but, all exlstlng debts must be settled to move forward An audit 
IS also needed A check of all current documents assoc~ated status as non-profit should be 
revlewed and brought up to date 

There will be costs assocrated wlth beglnnlng again 

Rejuvenation Plan 
We plan to pursue fundlng through five areas 

Local Unrted Ways 
Government and Munrc~palrt~es 
Corporate sponsors 
Grants 
Prlvate Contrlbutlons 

Gettlng commitments from a blend oFthese groups will be a good lndlcator of how th~s program 
IS v~ewed by the community The lmmed~ate goal of $33,000 will allow the program to begln 
again whlle work contrnues to strengthen the board, develop a fiscally sound base and look to 
expand ?ervlces and fundlonalrty We may consrder access to the database for contrrbutors for 
grant 1nFormation 



Program Descr~ptlon 
Exlstlng Program 
211 is a non emergency informatlon and referral line that helps people get in touch with the 
agencles that can help The database houses over 400 agencies and over 1,000 servlces The 
calls have expanded w ~ t h  capabll~t~es of serving the entlre 865 area code Current call levels are 
in the range of 90 - 100 calls per day I n  2004, 211 handled 41,189 calls 

The call agents also managed the informatron in the database, updated rnformatron and handled 
calls from agencies wlth questions The agency meetng, whlch was an inrtiative of 211 when it 
started In July 2000, was also scheduled and coord~nated by the agents Board member, Kathy 
Hatfield, has been instrumental in continuing the meetrng each month 

The meeting prov~des a forum for networking among agencles, an opportunrty to learn about 
other work going on n the community, and a time to discuss and flne tune lnformat~on In the 
database 

New Program 
The proposed new plan will begrn wrth a 90 day p~lot  program In cooperation wrth Nashv~lle 211 
The total cost IS $33,000 to get even Thrs includes clearrng and resolving all exlsting debts and 
gives both parties an opportunity to evaluate the relatronship Most ~mportant it gets 211 back In 
operatlon in East Tennessee We feel 211 can be re-started by June 1, 2005 

The new program would requrre hlrlng a part-time person to work with local agencies and 
manage the database Information Hours of operation will be Monday thru Friday schedule from 
700amto700pm 

The agency meetrng wrll contlnue to be held each month and operations locally would continue 
being supervrsed by a management/adv~sory board 

I f  this pilot 1s successful, 211 would continue under the drrectron of Nashville 211 and the service 
would cost $142,000 annually Local part time wages, market~ng, and AIRS partlcipatron would 
be $40,000 See attached budget 

Unrted Way Knoxville reconvene volunteer allocation panel to re-hear the 211 case for support 
211 board request commrtment to funding the cost of the 90 day prlot $13,200 
10 New Board members in the areas of Fundrng, Legal, Financlal(CPA), and Marketing 
A fundlng plan to sustain 211 on an annual basis 

Customer/ Market Analysls 
customer 
211 has already establ~shed rtself In the area as a vrable servlce for the communrty 211 played a 
role in provrding needed informatlon during the Tank car leak at Turkey Creek In September 2003 
and worked directly wrth the Director of the Knox County Health Department to provlde 
information about flu shot vaccine In October 2004 211 also worked wrth other counties to 
partner people wrth ava~lable vacclne 

Call volumes have contrnued to increase each month Calls In December 2004 totaled 3,335 Calls 
in December 2003 were 1,289 for an Increase of 159% Total calls In 2004 were 41,189 
compared to 18,400 In 2003 Th~s IS a 324O/0 increase Part of the large Increase was due to 
10,000 calls m October 2005 for flu shots Adjustmg for these calls, volume strll ~ncreased almost 
70% 



Board Analysts The core of a good organlzatlon IS dedicated people, a succession plan, and 
outreach to the communlty to stablllze fundrng Our board has struggled In some of these areas 
Some board members are bumlng out The need to expand the board IS crltlcal to our success 
We have requested assistance from Leadershrp Knoxvllle Once fundlng IS In place Leadenhlp 
Knoxville will help us analyze our board recruitment needs 
Strengths 

Core Dedicated to maklng 211 work for the communlty 
Hard worklng, wllllng to assume responslblllty 
Creatlve and analytical 

Weaknesses 
Unable to sustain fundlng 
Challenged to recru~t new board members 
Dld not follow up on operations Issues 

Reorganlzatlon of the Board Expand board Add up to 10 new board members over the next 
4-6 months Set up committees Fund~ng/Frnanc~al, Oversight, Operatrons, Communlcatlons, 
Marketing, Board Development Develop job descrlptlons for each committee Request a board 
member from each county to glve more adlve partlclpat~on 
Conslder other options of mergrng board wlth another group 

211 Re-start 2005 Tlme Lrne 
Aprll 5 Letter of Intent srgned and sent to Nashv~lle 211 
Aprrl 11 Appointment set w ~ t h  County Mayor Ragsdale 

May 9-16 Unlted Way of Knoxvllle - Meet wlth allocatron panel and answer 
questions Make new fundrng request 

May 4 - 13 Meet wlth area Unlted Ways and governments to present plan and 
request financral and volunteer support 

May 16 Conslder planning Car Show fund raiser 

June 1-6 Start 90 Day pllot with 211 Nashv~lle 
June 20 Team Health bill 
June 24 Report from Nashv~lle on first month of Prlot 
June 28 Report to Unlted Way Knoxv~lle 

July 22 Complete the fundlng plan 
l u l y  25 R e p ~ r t  from Nashville on thlrd month of Pllot 
July 28 Report t o  Unlted Way Knoxvrlle 

Aug 4-5 Decrsion to  contrnue? 
Aug 8-9 I f  Yes, Team meets wl th  Leadership Knoxville t o  begin Board Member 

search 
Aug 8-9 I f  no, contact Chlp Flnn 
Aug 15 Begrn search to  add four new board members for fundrng and finances 
Aug 22 Add four new board members for marketing 
Aug 24 Report from Nashvrlle on third month of Pllot 
Aug 26 Report t o  Unlted Way Knoxville 

Sept 12 Add two board members 
~ e p t  20 Reorganrzed Board begins plannrng for Fund ralsrng and awareness 

Improvement 


