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SECTION I: AREA INFORMATION CENTER OPERATIONS 
 

1  OVERVIEW 
 

The Applicant must possess and maintain the knowledge, skills, experience, and ability 
necessary to deliver contracted services, achieve program outcomes, satisfy technical 
requirements, and meet all required responsibilities. The Applicant must demonstrate the 
capacity to provide all the following AIC core functions: 
 

A. Data Resource Management 

B. Information and Referral Services 

C. Disaster Preparedness and Response 

D. Focused Initiatives 

E. Outreach Activities 

 
An Applicant awarded to provide services in more than one AIC Region must: 

A. Maintain a physical location in at least one of the AIC Regions where the Applicant is 
awarded to provide services; and 

B. If the awarded Applicant does not have a physical location in each of the AIC Regions 
where the Applicant is awarded to provide services, the Applicant must have a 
permanent staff person located within each AIC Region.  

2  AIC INFRASTRUCTURE 
 
2.1 Physical Location and Hours of Operation  

AICs must be fully operational and able to respond to inquiries twenty-four (24) hours a day, 
seven (7) days a week, year-round.  

AICs may choose to subaward with other centers in the Texas 2-1-1 network to fulfill coverage 
requirements during planned/unplanned outages, overnight hours, weekends, holidays, office 
or agency relocations, conferences, trainings, meetings, and other periods of extended offline 
time; however, offline requests and any applicable sub awarding arrangement must be 
submitted in writing to notify HHSC/TIRN. 
 
AICs must follow procurement and oversight standards in accordance with 2 CFR 200 and 
Texas Grant Management Standards (TxGMS), terms and conditions of the contract, contract 
management guidelines, and state and federal regulations when choosing to subaward with 
other centers. 

  
The awarded AIC is responsible for developing and maintaining a current contract with their 
sub awardee. The subcontract agreement must include the following: 
 

https://tdhca.state.tx.us/community-affairs/docs/TXGMS.pdf
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A. A detailed processes and requirements the AIC and the sub awardee will conduct to ensure 
compliance with program performance, invoicing, monitoring, and reporting requirements 
to validate the cost of services being provided by the sub awardee. 

  
1. Additionally, AICs must conduct random monitoring of recorded calls taken by the 

sub awarded center to verify call quality and address any issues that may arise. All 
monitoring activities, findings, corrective actions, and follow-up events must be 
documented and made available to HHSC for review upon request. At least 30% of 
sub awardee quality monitoring activities must be included in the Quarterly 
Performance Report Quality Assurance Percentage and made available via 
HHSC/TIRN annual review of the AIC Quality Assurance or upon request. 

 
2. AICs should maintain fiscal oversight to ensure subcontractors perform in 

accordance with the terms, conditions, and specifications of their subcontractor 
agreements. This includes a monitoring plan and documented evidence of 
subcontractor monitoring activities. 

 
B. The subcontract agreement must include provisions which confirm and certify the 

subcontractor’s compliance with the HHSC contract requirements and uniform terms and 
conditions. This includes:  

 
1. Conflict of interest, general liability requirements, suspension, and debarment, and 

federal and state assurances. 
2. Services provided by the sub awarded center meet or exceed the AIC’s service level. 
 

C. AICs must have a policy and determination checklist which classifies the relationship 
between the AIC and the sub awardee.  

 
D. The Grantee must submit a copy of the subcontract agreement and subcontractor Data Use 

Agreement and a sign Form 3834 acknowledging the subcontractor’s completion of the 
required cybersecurity training, in accordance with the cybersecurity requirements. The 
subcontractor documents must be submitted to HHSC within forty-five (45) Calendar 
Days after contract execution and fifteen (15) Calendar Days before the subcontractor’s 
operational start date. 

 
E. The Grantee must notify HHSC of any subcontractor changes upon the thirty (30) day 

notification of the intent to terminate the subcontract agreement by either party. The 
Grantee must also notify HHSC of the intent to establish a new subcontract agreement and 
submit a request for a budget revision and approval of the change.  

 
2.2 Technical Requirements 

The Applicant is responsible to provide specific technical equipment. The Applicant must 
have the capacity to support the computer and software requirements and have equipment 
compatible with the telecommunications systems provided by HHSC/TIRN. 
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The Applicant must provide certain technical equipment and have the capacity to support 
some aspects of the telecommunications activity, which allows the HHSC/TIRN to function 
as a system.  

2.2.1 Required Equipment, Materials, and Support 
 
The table below shows the equipment, materials, and other support to be provided by 
HHSC/TIRN, as well as the requirements of the Applicant. The Applicant’s may use Grant 
funds for the purchase of equipment, material and other required technical support which must 
be compatible with HHSC/TIRN’s equipment to provide a secure connection to the HHSC 
Network (WAN). Access to the HHSC Network is required. 

  
HHSC/TIRN will provide: AIC must provide: 

1. A Router / Voice Gateway 1.  A broadband connection to the Internet with a 
firewall to prevent non-trusted activity 

2. Uninterruptible Power Supply 
(UPS) to power all 
HHSC/TIRN-supplied 
equipment, which is the only 
equipment allowed on the 
HHSC/TIRN-supplied UPS 

2. A dedicated electrical outlet for the 
HHSC/TIRN-supplied UPS. The specification 
for this outlet depends on site- specific 
requirements, but could range from National 
Electrical Manufacturers Association (NEMA) 
5-15P to NEMA L6-30 

3.  An Ethernet Switch (if 
required based on 
HHSC/TIRN evaluation) 

3.  Category 5 (Cat 5) or better cable connection 
from the demarcation point to the HHSC/TIRN 
rack of gear 

4.  Voice-over Internet Protocol 
phones for staff to conduct 
HHSC/TIRN business 

4.  A dedicated server room that must always 
remain locked, be accessible only by select 
agency staff, and be used only for server and 
other equipment storage 

5.  Public Switched Telephone 
Network (PSTN) lines to 
support 2-1-1 call needs. The 
number of lines will be 
determined by HHSC/TIRN 
staff 

5. Adequate ventilation and cooling in the server 
room 
a. The temperature of the room must be 

always maintained between sixty (60) and 
eighty (80) degrees Fahrenheit. 

b. The temperature and humidity may be 
monitored remotely. 

6.  A patch panel for AIC stations 6.   A direct employee or contracted employee to 
provide network and computer administration 
(IT) (see Section 3.1.5 Information 
Technology Support Staff – 
Responsibilities and Qualifications) 

7.  A standard rack to hold gear 7.   A firewall configured to allow activity as 
defined by HHSC/TIRN. The firewall must 
permit e-mail from HHSC addresses and 
those of HHSC/TIRN vendors 
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8.  Sufficient bandwidth (through a 
Virtual Private Network [VPN] 
or other means) to handle call 
volume and other HHSC/TIRN 
needs 

8.    Phones with Ethernet wiring either directly 
or through a patch panel to the HHSC/TIRN- 
supplied router or switches (HHSC/TIRN 
will not allow additional switches to extend 
the reach to other phones. The exception is 
any switches supplied by HHSC/TIRN for 
ESEC “formerly known as Warm Centers.”) 

9.   Technical support for 
HHSC/TIRN equipment 

9.   Computers and/or laptops purchased with 
HHSC funds that meet the HHSC IT 
specifications listed in Section 2.2.2 
Computer and Software Requirements, with 
virus protection software that must be able to 
de-select the scanning of network attached 
servers and comply with other business 
requirements of HHSC/TIRN. Browser 
software on the computers must allow for 
pop-ups. 

 

2.2.2 Computer and Software Requirements  
Below are the current HHSC/TIRN-defined computer and software requirements, which AICs 
will adhere to throughout the grant term. Due to the evolving nature of technology, these 
requirements are subject to updates by HHSC/TIRN at any time to ensure minimum system 
requirements. 

The Applicants must complete and submit a Capital Equipment and Controlled Asset 
(CE/CA) Request form along with three current bids for HHSC review and written approval 
prior to the purchase. If the Applicant is purchasing from a state approved Department of 
Information and Resources (DIR) vendor, the CE/CA Request submission will only require 
one DIR vendor bid.  

All users will need to sign into the user account provided by HHSC at least once every 30 
days. Regardless of working in the office or remotely, users must sign-in to keep their 
accounts from being deactivated, and the Applicant must review user account status of their 
staff at least monthly as requested by HHSC/TIRN. The Applicant must submit requests per 
the direction of HHSC/TIRN to activate, deactivate, and return equipment. 

 
Computer/Software 
Item 

Minimum Specification Requirements 
***Subject to updates by HHSC/TIRN at any time to ensure 
minimum system requirements. 

Platform/Image Core • CPU: Minimum 2.0GHz (Recommended 3.2GHz+) 
• Memory: Minimum 2 GB (Recommended 4GB) 

https://dir.texas.gov/
https://dir.texas.gov/
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 • Disk Space for Desktop and Process Analytics: 10 MB for 
the client installation files and 100 MB to ensure processes 
run when there is no network. 

• Monitor: Minimum resolution: 1280 x 800 
(Recommended resolution: 1280 x 1024 or 
higher) 

• Sound Card: Sound card, plus speakers and/or headphones 
• Video Card: Minimum 32MB RAM 
• Peripherals: Keyboard, Mouse, CD-ROM drive (or 

access to a shared network drive) 
• Network 10-100 MBPS 10-BaseT LAN Card or faster 

Operating System • Microsoft Windows® 7 (32-bit or 64-bit) 
• Microsoft Windows® 10 (32-bit or 64-bit) 
• Mac OS X 

Browser • Microsoft Internet Explorer® 7.0 
• Microsoft Internet Explorer® 8.0 
• Microsoft Internet Explorer® 9.0 
• Microsoft Internet Explorer® 10.0 (only for Finesse 

10.5 ES1 or higher) 
• Microsoft Internet Explorer® 11.0 
• Firefox 
• Microsoft Edge 
• Chrome 

Plug-ins • Oracle JRE 1. (Update 121 or Higher) 
• Allow ActiveX (filtering must be enabled for ActiveX 

plug-ins) 
• Cookies must be enabled. 
• Java Plug-in 1.7_7 or later 

Other Software 
Loaded on 
System/Image 

• Anti-Virus 
• Adobe Reader 6.0 or later 

Thin Clients and 
VMware 
Comments 

• Windows 2012 64-bit Edition with Remote Desktop 
Session Host (RD Session Host), and with 32-bit/64- 
bitCitrix XenApp 6.0 

• Windows 2008 R2/R2 SP1 64-bitEdition with Remote 
Desktop Session Host (RD Session Host), and with 32- 
bit/64-bit Citrix XenApp 6.0 

• Windows Server 2008 SP1/SP2 64-bitEdition with 
Remote Desktop Session Host (RD Session Host), and 
with 32-bit/64-bit Citrix XenApp 5.0 

• Citrix 32-bit/64-bit XenApp 7.5/7.6 and XenDesktop 7.x 
• VMware View (VDI) 5.x Supported by all desktop 

applications except: 
o Desktop Messaging Client if Published Application 
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o Strategic Planner 
o Desktop Gadget 
o Partially supported by DPA client 

• Windows 2012 R2 Terminal Services 

2.3 Inform USA Site Accreditation 

Applicants must either be fully accredited by Inform USA, formerly known as Alliance of 
Information and Referral Systems (AIRS) or provide approved application for reaccreditation 
status from Inform USA at the time of Application. The purpose of the accreditation process 
is to assess the extent to which an I&R agency complies with quality practices within the field, 
as defined by the Inform USA Standards and Quality Indicators for Professional Information 
and Referral (Inform USA Standards). I&R agencies (AICs) work collaboratively with Inform 
USA to ensure a strong foundation for service delivery and future development. The Inform 
USA Standards Manual can be accessed in Exhibit R, Inform USA Standards and Quality 
Indicators for Professional Information and Referral v10.0. 

In accordance with Inform USA guidance, an AIC seeking re-accreditation, must submit 
their application and payment at least 6 months before the expiration date. The Applicant 
must follow this guidance to ensure compliance with the accreditation requirement for the 2-
1-1 TIRN grant.  

Applicants must maintain their Inform USA accreditation throughout the duration of the grant 
period. Applicants that are in the reaccreditation status at the grant start date must achieve full 
accreditation within six (6) months (180 days) after the Applicant’s accreditation expiration 
date. The six months referenced is from the time the application and payment are submitted 
for re-accreditation as recommended by Inform USA. This allows for a combined timeframe 
of the twelve (12) months for the re-accreditation process as established by Inform USA. 

2.4 Financial Systems   

The Applicant shall have financial systems in place to maintain internal controls, ensure 
proper management of federal and state funds, maximize non-federal resources, and 
maintain solvency. The Applicant’s accounting and internal control systems must meet the 
following requirements: 

A. The systems must be appropriate to the size of the organization.  

B. The accounting system must consist of source documents, a chart of accounts, journals, 
ledgers, and routine financial reports.  

C. The accounting system must be capable of producing expenditure reports, cost center 
analyses, budget formats, and automated reports as required by, and without additional 
support from, HHSC.  

D. The internal controls system shall safeguard the Applicant’s assets, produce accurate 
accounting data, promote efficient operations, and encourage adherence to prescribed 
accounting policies and procedures.  

https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf


   
 

8 
 

E. Effective internal control shall involve a division of responsibility among different 
employees for a sequence of related functions, clear establishment of each employee's 
responsibilities and duties, and use of standards such as procurement policies, proofs, 
checks, and other security measures. 

2.5    Financial Status Reports (FSRs) 

Except as otherwise provided, for Grant Agreements with categorical budgets, Grantee must 
submit quarterly FSRs to System Agency by the last business day of the month following the 
end of each state fiscal year quarter for System Agency review and financial assessment. 
Through submission of a FSR, Grantee certifies that (1) any applicable invoices have been 
reviewed to ensure all grant-funded purchases of goods or services have been completed, 
performed or delivered in accordance with Grant Agreement requirements; (2) all Grantee-
performed services have been completed in compliance with the terms of the Grant 
Agreement; (3) that the amount of the FSR added to all previous approved FSRs does not 
exceed the maximum liability of the Grant Award; and (4) all expenses shown on the FSR are 
allocable, allowable, actual, reasonable, and necessary to fulfill the purposes of the Grant 
Agreement. 

2.6  General Insurance Requirements 

Grantee must carry insurance in the types and amounts in accordance with the requirements 
in Exhibit I, Insurance Requirements, through the duration of the Contract. Grantee must 
submit evidence as required by HHSC of the required coverage to HHSC, within fifteen (15) 
Calendar Days after the Contract Effective Date and annually by September 30th (See 
Exhibit F, Deliverables,). The copies of the policy documents must be submitted to the 2-1-
1 TIRN SAR/VAR mailbox (211_tirn_sar_var@hhsc.state.tx.us).  

3 Plan Of Operations 
 

The Applicant must develop and maintain an HHSC/TIRN approved Plan of Operations. An 
initial plan must be submitted with the application. If a grant is offered, a final Plan of 
Operations must be submitted to HHSC/TIRN within thirty (30) calendar days after execution 
of the contract. Ongoing plan updates and changes must be submitted to HHSC/TIRN for 
approval at least thirty (30) calendar days before a change becomes effective. 
  
The initial and subsequent Plans of Operation must include the following: 

A. Hours of operation and physical location in which the services will be provided: 
 

1. If the Applicant hours of operations is not twenty-four (24) hours a day, seven (7) days 
a week, provide an overview of the AIC’s operations to meet section 2.1 Physical 
Location and Hours of Operation. 

 
2. Describe if call center main operations are onsite and/or remote. 

mailto:211_tirn_sar_var@hhsc.state.tx.us
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B. Job titles and contact information for AIC staff and their responsibilities related to 
fulfilling contractual obligations. 

C. Number of staff; percentage of time dedicated to providing 2-1-1 services; and the position 
titles of all staff delivering services. 

D. Qualifications and competencies of each staff member to be paid under this contract. 

E. Comprehensive description of Applicant’s program and fiscal policies and procedures for 
each of the core functions provided under this contract, including: 

1. Data Resource Management (see Section 3.3 Data Resource Management) 

2. Information and Referral Services (see Section 3.4.1 Information and Referral) 

3. Disaster Preparedness and Response (see Section 3.4.2 Disaster Preparedness and 
Response) 

4. Outreach Activities (see Section 3.4.6 Outreach Activities) 

5.  Fiscal policies and procedures that will be followed to comply with the grant 
reimbursement process. 

F. Comprehensive description and delivery method for services provided to customers.  

G. Assurance that AIC staff meet the required qualifications outlined in Section 3.1 AIC 
Staff Requirements. Detail the processes for recruiting and hiring AIC staff to meet 
the grant staffing requirements. 

For planning purposes, Applicants must refer to Exhibit R, Inform USA Standards 
and Quality Indicators for Professional Information and Referral v.10.0 , Funding 
and Call Volume Estimates, to determine capacity needs. 

 

3.1 AIC Staff Requirements 

AIC staff must possess and maintain the knowledge, skills, experience, and abilities necessary 
to deliver contracted services, achieve contract outcomes, satisfy technical requirements, and 
meet all responsibilities, according to the current Inform USA Standards. The Applicant must 
fill the six (6) key staff positions listed in the following sections, to begin service delivery and 
operationalize the AIC by the beginning of the state fiscal year (September 1st). 
Responsibilities for each position and minimum qualifications for these positions are 
described below. (Note: Staff may serve in multiple capacities, depending upon the size of the 
AIC and its configuration. The Applicant must explain this in Attachment A, Narrative 
Proposal as part of its Plan of Operations and Staffing Plan, including how the proposed staff 
configuration will satisfy contractual requirements.)  

 

 

 

https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
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3.1.1 Program Director – Responsibilities and Qualifications 

The Program Director is responsible for the overall provision and coordination of information 
and referral services and staff training. The individual in this position must have the following 
minimum qualifications: 

A. Bachelor's degree, and a minimum of three (3) years of work experience in a related field; 
or master's degree and a minimum of one (1) year of work experience in a related field. 

B. If the person being considered for this position does not have a bachelor's degree, one of 
the following may be substituted to satisfy this requirement: 

1. A minimum of seven (7) years of work experience in a related field; or 

2. A minimum of four (4) years of call center management and/or lead experience. 

3.1.2 Contact Center Manager – Responsibilities and Qualifications 

The Contact Center Manager is responsible for contact center operations, including the ability 
to forecast and effectively manage contact volume, and schedule staff and training to meet 
service level objectives. The Contact Center Manager is responsible for monitoring the 
HHSC/TIRN contact center real-time and historical reporting data for telephony system 
activity, as well as activity related to web-based chat or SMS text service, if applicable. The 
minimum qualifications for this position include: 

A. Bachelor's degree, and a minimum of one year of work experience in a related field; or a 
master's degree. 

B. If the person being considered for this position does not have a bachelor's degree, one of 
the following may be substituted to satisfy this requirement: 

1. A minimum of five (5) years of work experience in a related field; or 

2. A minimum of two and one half (2.5) years of call center experience. 

3.1.3 Resource Manager – Responsibilities and Qualifications 

The Resource Manager is responsible for creating and maintaining a comprehensive database 
of resources in the AIC service region in accordance with AIRS Standards. The employee in 
this full-time position must hold the AIRS Certified Resource Specialist – Database Curator 
(CRS-DC) certification. If the employee does not have this certification at the time of proposal 
submission, the Applicant must provide a plan for the employee to obtain CRS-DC 
certification within six (6) months of eligibility for the exam. (If the CRS-certified employee 
departs the program during the contract period, the AIC must provide HHSC/TIRN a written 
plan that will result in a staff member’s CRS-DC certification within six (6) months of 
eligibility for the exam.)  

The Resource Manager must have the following minimum qualifications: 

A. Bachelor’s Degree and one year of experience in a related field. 
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B. If the person being considered for this position does not have a bachelor’s degree, one of 
the following may be substituted to satisfy this requirement: 

1. A minimum of five (5) years of work experience in a related field and a High School 
Diploma or General Education Development (GED) certificate; or 

2. A minimum of two and one half (2.5) years of call center experience or social service 
delivery and a High School Diploma or GED certificate. 

3.1.4 Information and Referral Contact Specialist – Responsibilities and Qualifications 

I&R Contact Specialists are responsible for handling the inquiries that come into the contact 
center from individuals seeking assistance. Each I&R Contact Specialist must be eligible for 
Inform Community Resource Specialist (CRS) certification. If the employees are not eligible 
for certification at the time of proposal submission, the Applicant must include a plan for the 
60% of staff to be eligible for CRS certification by contract execution. The I&R Contact 
Specialists must also have the following minimum qualifications: 

A. Bachelor's Degree. 

B. If the person being considered for this position does not have a bachelor's degree, one of 
the following may be substituted to satisfy this requirement: 

1. A minimum of four (4) years of work experience in a related field and a High School 
Diploma or GED certificate; or 

2. A minimum of two (2) years of call center experience or social service delivery and 
a High School Diploma or GED certificate. 

3.1.5 Information Technology Support Staff – Responsibilities and Qualifications 

IT Support Staff are responsible for providing technical support to the Applicant organization. 
This function may be provided by hired staff or the Applicant may choose to subaward for 
this service. In either scenario, the IT Support Staff must have the following minimum 
qualifications: 

A. CCNA/CCNP Voice certification - Microsoft Certified IT professional. 

B. IP telephony experience, specifically with Cisco phones in a call center environment. 

3.1.6 Community Outreach Coordinator – Responsibilities and Qualifications 

The Community Outreach Coordinator is responsible for developing and maintaining 
cooperative relationships within the designated region for the purpose of promoting and 
expanding 2-1-1 services. The Community Outreach Coordinator must have the following 
minimum qualifications: 

A. Bachelor's degree, and a minimum of one year of work experience in a related field; or a 
master's degree. 



   
 

12 
 

B. If the person being considered for this position does not have a bachelor’s degree, one of 
the following may be substituted to satisfy this requirement: 

1. A minimum of five (5) years of related work experience; or 

2. A minimum of two and a half (2.5) years of call center experience. 

Note: In situations in which the host agency for the AIC covers more than one AIC region, 
the Community Outreach Coordinator is required to be located and serve in the region in 
which the AIC does not have a physical presence. 

3.1.7 Emergency Management Coordinator 

The Emergency Management Coordinator is responsible for serving as the primary point of 
contact for HHSC/TIRN and other parties during disasters and events. The staff person 
designated for this position must: 

A. Participate in emergency management planning, response, and recovery efforts. 

B. Serve as the AIC’s subject matter expert on HHSC/TIRN’s AIC Emergency Management 
Protocols. 

C. Develop and maintain professional relationships with local Offices of Emergency 
Management (OEM), local public health entities, Disaster District Coordinators, 
Voluntary Organizations Active in Disasters (VOAD), and the Red Cross. 

Note: In situations in which the host agency for the AIC covers more than one AIC region, 
the Emergency Management Coordinator must be located and serve in the region in which the AIC 
does not have a physical presence. 

3.2 AIC Staffing Plan 

The Applicant must submit an AIC Staffing Plan as an attachment to the proposal that 
demonstrates sufficient capacity to fulfill contract and performance requirements. If a Grant 
is awarded, a final Staffing Plan shall be submitted to HHSC/TIRN thirty (30) calendar days 
after contract execution (or date specified by HHSC/TIRN), and thirty (30) calendar days prior 
to the end of each operational year. Ongoing Staffing Plan updates and changes shall be 
submitted to notify HHSC/TIRN within at least fourteen (14) calendar days the change 
becomes effective for key personnel (see next section). 

An initial Staffing Plan must be submitted with the proposal that: 

A. Identifies key personnel and the percentage of time each staff person will commit to this 
contract. (If 100% of a staff person’s time will be dedicated to the contract, they would 
not be permitted to manage, oversee, or participate in other projects, contracts, etc.) 

B. Defines the required qualifications, skills, and duties of each staff position, including the 
required positions defined in Section 3.1 AIC Staff Requirements.  

C. Indicates if a position is full- or part-time. 
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D. Demonstrates sufficient AIC staffing to support the service area and contact volumes.  

E. Indicates which positions will be filled by paid employees and which will be filled by 
trained volunteers (i.e., during disasters and emergency events when call volumes increase 
substantially).  

F. Includes a section with an up-to-date organizational chart showing the lines of reporting 
and includes the staff position titles and name or indicate if the position is vacant. 

G. Submit a separate document/attachment with the Staffing Plan of AIC staff meeting the 
training and certification requirements in Section 3.4.2.2 Disaster Training and 
Preparedness Activities and 3.2.1 Inform USA Certification. 

To establish strong accountability controls, the Applicant must provide their procedure to 
retain records of organizational structure and identification of key personnel, including 
résumés and references. 
 
HHSC/TIRN will provide a template for the Applicant to complete the AIC Staffing Plan 
and provide ongoing Staffing Plan updates and changes.  

 
3.2.1 Inform USA Certification for AIC Staff 

At least 60% of AIC staff must be eligible for the required Inform USA CRS certification by 
the contract start date. The Inform USA Certification Program is based on established 
standards for the I&R field and takes into consideration the knowledge, skills, attitudes, and 
work-related behaviors needed by I&R staff to provide quality services. Eligibility for the 
Inform USA certification is based on an individual’s I&R and other relevant experience, as 
well as their educational background. Initial certification is based on the job duties the 
individual performs and/or directly supervises (see the Inform USA Standards in Exhibit 
R, Inform USA Standards and Quality Indicators for Professional Information and 
Referral v.10.0 for more information). 

Applicants must include as an attachment to each application: 

A. Photocopies of Inform USA certifications for staff and  

B. A list of staff who are eligible for certification compared to the overall number of staff 
who will be conducting AIC services.  

If staff are not currently certified, the Applicant must provide a training plan and 
timeline to ensure staff receive the required training and certification. 

 
3.2.2 Post-Award Staffing 

The Applicant must report any organizational changes that result in a restructure of the 
organization or redirection of required key personnel to perform functions other than the 
responsibilities of their current position, either temporarily or permanently.  

Throughout the contract period, the Applicant must: 

https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
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A. Maintain a core staff sufficient for successful fulfillment of contract and performance 
requirements with experience in the functional areas in which they work (see Section 3.1 
AIC Staff Requirements). 

B. Allocate key personnel and their percentage of time to this contract, which must be 
approved by HHSC.  

C. Submit notification to HHSC in writing within fourteen (14) calendar days that a key staff 
vacancy will occur for any reason or prior to making any changes in key staff other than 
changes due to resignation, death, or military recall. Notification must include a plan to 
recruit key personnel and an updated organizational chart. 

D. Submit an initial organizational chart within thirty (30) calendar days after contract 
execution or date specified by HHSC, including the names and positions of all personnel 
assigned to this contract. The organizational chart must identify key personnel. 

E. Submit an updated organizational chart as changes in personnel occur or as specified by 
HHSC. 

F. Submit notification to HHSC in writing within ten (10) calendar days whenever key 
personnel are temporarily redirected to perform functions other than the responsibilities 
of their current position. 

G. Ensure appropriate AIC staff are available to meet with HHSC and that access to those 
staff by HHSC is not restricted. 

3.2.3 Staff and Volunteer Personnel Files 

The Applicant must create and maintain a personnel file for each AIC staff person and 
volunteer that includes: 

A. An up-to-date job description outlining responsibilities, essential job functions, and lines 
of accountability.  

B. Training documentation; and  

C. Standardized observation and performance appraisal forms. Staff evaluations will address 
specific responsibilities, roles, and job functions outlined in the individuals’ job 
descriptions and will be conducted, at a minimum, on an annual basis. 

3.3 Data Resource Management  

The AIC’s regional records within the statewide database are the primary source of 
information regarding governmental and social service programs available to the community. 
AICs are responsible for collecting, updating, and managing information specific to their 
regions in the HHSC/TIRN-administered statewide database.  
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3.3.1 Data Quality Standards and Policies 

To ensure the dissemination of accurate and comprehensive information regarding the 
governmental and social services resources are available to residents of Texas, AICs are 
required to adhere to protocols prescribed by HHSC/TIRN when determining if an entity 
should be included in the database and in formatting their information. AICs will use the 
following guidance materials when completing this function:  

A. The 2-1-1 Texas Information and Referral Network Database Inclusion/Exclusion 
Criteria policy was established by HHSC to provide guidelines for determining which 
service organizations can be listed in the statewide resource database (see Exhibit T, 2-
1-1 Texas Information and Referral Network Database Inclusion/Exclusion Criteria 
for a copy of this policy). 

B. The most current version of the HHSC/TIRN Data Quality and Style Guide standards 
must be used when formatting, writing, and indexing database records (see Exhibit R, 
Inform USA Standards and Quality Indicators for Professional Information and 
Referral v.10.0 ) for a copy of the standards).  

C. AICs must use the AIRS taxonomy standards to properly index their region’s resource 
records in the database. Taxonomies are used to index and retrieve information about a 
particular subject in a systematic, unambiguous way. (Note: There are some instances in 
which the AIRS taxonomy standards for indexing records conflict with guidance in the 
HHSC/TIRN Data Quality and Style Guide standards. These instances are documented in 
the HHSC/TIRN Data Quality and Style Guide, which should be followed.) 

3.3.2 Data Quality Initiatives 

HHSC/TIRN engages in continuous improvement activities to ensure information contained 
in the statewide database is accurate and complete. At a minimum once per year, HHSC/TIRN 
staff review resource records to determine if there is missing or invalid information. If any 
issues are identified, HHSC/TIRN will notify the AIC and request the necessary corrections. 
AICs must respond to these requests and complete all data quality initiatives in the timeframe 
established by HHSC/TIRN. HHSC/TIRN will conduct follow-up audits to ensure all 
corrections were made. The goal is for AICs to achieve a passing rate of one hundred (100) 
percent. 

3.3.3 Annual Formal Reviews 

On an annual basis, AICs must conduct formal reviews of all active agencies in their region. 
AICs must have a documented process to evaluate resource records to ensure they are 
consistent and adhere to style guide requirements. The timing of these reviews should be based 
on the date of the last formal review to ensure compliance with the required timeframe. This 
enables AICs to perform this function throughout the year, rather than for one month. 
HHSC/TIRN requires formal reviews to be completed within a thirteen (13) month timeframe. 

https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
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Formal reviews must be documented in writing to capture the AIC’s attempts and methods 
used to contact the agencies, as well as the outcomes of communications with agency 
representatives. Documentation should also track the response rate of the agency being 
reviewed and contact methods used (e.g., telephone, email, fax, site visit, etc.). The AIC’s 
formal review process must also include criteria for removing an agency from the database 
when information cannot be verified. Formal review documentation must be retained in 
accordance with contract retention requirements and provided to HHSC/TIRN via email upon 
request. HHSC/TIRN will conduct database audits to verify this requirement has been met. 
Applicant must conduct formal reviews of 100% of the active agencies. The Applicant must 
meet the annual update rate, Key Performance Requirement, monthly with a 95% or above 
based on a thirteen (13) month timeframe. 

3.3.3.1 Annual Survey of Active Agencies 

The Applicant must conduct and document an annual survey of active agencies within the 
contracted region using a template provided by HHSC/TIRN. The survey will measure each 
agency’s level of satisfaction with record accuracy, as well as their assessment of any 
interactions they may have had with the AIC’s Resource Specialists and/or Managers. The 
survey will also measure the agency’s familiarity with and opinion of the online resource 
database. The AIC may complete this survey as part of the annual formal review process or 
as a separate activity. The AIC will export a list of their active agencies and identify valid 
contact information. The AIC must meet a 100% compliance rate for survey distribution. 
Upon the request of HHSC/TIRN, the Applicant must submit the survey results and any other 
request documentation. 

3.3.3.2 Updating of Resource Records 

AICs must update resource records when information changes or when it is determined that a 
record must be deactivated (i.e., when services are no longer available or when the agency no 
longer meets criteria in the HHSC/TIRN inclusion/exclusion policy). The AIC must have a 
process for documenting updates and reasons for deactivations. To ensure this requirement is 
being met, HHSC/TIRN will conduct database audits and request sample email 
communications with agency representatives. The Applicant must maintain record updates 
and correspondence on file and available for HHSC review upon request. 

3.4 2-1-1 Service Delivery 

AICs must be fully operational ninety (90) days before the operational start date and able to 
respond to inquiries twenty-four (24) hours a day, seven (7) days a week. Services must be 
provided by trained I&R Contact Specialists who meet the staffing requirements set forth in 
Section 3.1 AIC Staff Requirements. AICs must provide customers accurate and 
comprehensive information in an unbiased and non-judgmental way to address their needs 
and optimize customer choice. If applicable (e.g., in the event of a special project or focused 
initiative), customers in need will be transferred to an entry point for specialized customer 
intake and/or assessment.  
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Equally important, I&R services must be accessible to customers with special needs and those 
for whom English is not their first language. HHSC/TIRN ensures AICs have access to 
telephony-based interpreter services.  

Additionally, the AIC must have policies and procedures in place for: 

A. Ensuring the confidentiality and security of all customers information and responding to 
possible breaches of this information. 

B. Professionally and respectfully responding to challenging or offensive customer behavior; 
and  

C. Resolving complaints from customers and community service agencies. 

HHSC/TIRN continually assesses additional methods to engage customers in need of 2-1-1 
services and may direct AICs to implement new services during the contract period. Possible 
features that may be implemented in the future include: 

A. Multi-channel information and referral services, including web chat and one-way and/or 
two-way texting. AICs would be required to adhere to appropriate HHSC/TIRN guidelines 
and performance expectations. AICs would be required to enroll clients into 
communication modalities (e.g., one-way text messaging, two-way text messaging, and/or 
smart phone applications) if directed to do so by HHSC/TIRN.  

B. Electronic referral (e-referral) as a future method of delivering I&R services for 2-1-1 
users. Once e-referral is established as a means for providing I&R services, the AIC must 
adhere to appropriate HHSC guidelines for processing e-referrals, including provisions 
outlined in the Exhibit H, HHS Data Use Agreement v. 8.5 or Exhibit H-1, 
Governmental Entity Version HHS Data Use Agreement - v. 8.5.   

The elements of quality I&R services are the same, regardless of the method by which services 
are provided. 

3.4.1 Information and Referral  

I&R Contact Specialists must adhere to AIRS Standards for Service Delivery when providing 
required services (see Inform USA Standards and Quality Indicators for Professional 
Information and Referral in Exhibit R, Inform USA Standards and Quality Indicators for 
Professional Information and Referral v.10.0).  This process involves key steps required 
by 2-1-1 TIRN:  

A. Greeting the customer and establishing and maintaining a rapport with them throughout 
the interaction. 

B. Using active listening and effective questioning skills to assess, clarify, and prioritize the 
customer’s needs. 

C. Providing the requested information and/or appropriate resources. 

https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
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D. Making referrals to organizations that can assist the customer with their identified needs, 
ensuring the customer is aware of anything about the organizations that may be helpful in 
making an informed choice.  

E. Assisting the customer in identifying alternative solutions when the requested services are 
not available in the area; and 

F. Documenting the reason for the call (i.e., customer needs and challenges) and the actions 
taken by the I&R Contact Specialist (e.g., assessment, provision of information and/or 
referral, crisis intervention, advocacy efforts, etc.). 

G. Conducting follow-up contacts with vulnerable populations and to assess customer 
satisfaction/quality assurance. 

In addition, all I&R Contact Specialists must be fully trained on the AIC’s Crisis Call protocol 
and how to respond to such situations. 

3.4.1.1 Customer Advocacy 

In certain situations, it may be necessary for I&R Contact Specialists to take additional steps 
to help customers obtain the services they need (i.e., making additional calls or other actions 
on behalf of the customer). AICs must establish a policy that explains when it is allowable for 
I&R Contact Specialists to conduct this type of advocacy assistance and when it would be 
necessary to involve supervisory staff. The policy must also address customer authorization 
and confidentiality issues. (More in-depth information on this requirement can be found in the 
Inform USA Standards and Quality Indicators for Professional Information and Referral 
located in Exhibit R, Inform USA Standards and Quality Indicators for Professional 
Information and Referral v.10.0.) 

3.4.1.2 Crisis Intervention 

AICs must develop policies and protocol for assisting customers who are in crisis. I&R 
Contact Specialists must be trained to implement crisis protocol when a customer is at risk or 
in urgent need of intervention assistance. Staff training must be documented and maintained 
in each staff member’s personnel file. This includes the ability to recognize potentially 
concerning situations and assess the level of risk or endangerment. Examples of such 
situations include: 

A. Threats of suicide or homicide. 

B. Any form of adult and/or child abuse or assault (i.e., physical, sexual, severe neglect) 

C. Mental health emergencies. 

D. Other endangerment circumstances. 

The AIC’s crisis protocol must include procedures for: 

A. De-escalating and stabilizing the customer. 

B. Assessing the situation and determining next steps. 

https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
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C. Involving other emergency services, when warranted (e.g., 9-1-1, formal crisis 
intervention centers, etc.). 

D. Documenting the interaction with the customer. 

E. Training, mentoring, and monitoring I&R Contact Specialists in crisis management and 
applicable state legislation regarding mandatory reporting procedures. 

1. The I&R service ensures that community resource specialists have annual crisis 
intervention professional development training to upgrade existing skills and learn 
new skills. 

2. Identifying resources for I&R Contact Specialists and have a protocol for debriefing 
the I&R Contact Specialists following a crisis interaction, as needed. 

More in-depth information on this requirement can be found in the Inform USA Standards 
and Quality Indicators for Professional Information and Referral located in Exhibit R, 
Inform USA Standards and Quality Indicators for Professional Information and 
Referral v.10.0.   

3.4.1.3 Customer Service and Follow-up for Contacts  

AICs must establish policies and procedures for conducting follow-up contacts with 
customers. Follow-up contacts may include those driven by the individual customer, such as 
those whose safety is at risk, whose basic needs are not being met, or who may be vulnerable 
and need additional assistance accessing services. Other follow-up contacts may be conducted 
as part of program evaluation efforts to assess outcomes of I&R services. Follow-up contacts 
must be conducted with the permission of the customer within one (1) to three (3) days for 
vulnerable callers and seven (7) to fourteen (14) days for other callers after the customer’s 
initial contact with the I&R Contact Specialist. The I&R Contact Specialist will document the 
follow-up call in a standard questionnaire provided by HHSC/TIRN.  

In addition, customer satisfaction/quality assurance follow-up contacts must also be 
conducted as part of the AIC’s effort to improve overall service delivery. Customer 
satisfaction/quality assurance follow-up contact must be conducted by a next-level supervisor. 
These types of follow-up contacts help the AIC determine the extent to which the referral 
information was helpful in addressing the customer’s needs and/or if the information provided 
has any inaccuracies that must be updated in the database. AICs must also be able to evaluate 
the effectiveness of existing community service providers and identify areas where service 
gaps exist. (This can also be determined by evaluating “unmet need” data collected in contact 
documentation.) 

AICs will report the outcomes of these follow-up contacts in their quarterly reports to 
HHSC/TIRN. 

https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf


   
 

20 
 

3.4.1.4 Contact Documentation 

I&R Contact Specialists are required to collect and record data for all customer contacts. At 
a minimum, AICs must document and track the following demographic information for each 
customer: 

A. Zip code  

B. City and county of residence 

C. Age (if customer is willing to provide this information) 

D. Gender (if customer is willing to provide this information) 

E. Military status (if customer is willing to provide this information) 

In addition, AICs must document the following information regarding the contact itself: 

A. Contact Type, including:  

1. Information Only 

2. Assessment and Referral 

3. Assessment without Referral 

4. Crisis Intervention 

5. Customer Advocacy 

B. Presenting need(s) 

C. Organizations to which referrals were provided. 

D. Whether or not the customer’s need was met. If the need was not met, a reason code must 
be provided as to why the need was not met (e.g., Client ineligible, Service Does Not 
Exist, etc.). 

E. Other required data as specified by HHSC/TIRN.  

Note: HHSC/TIRN may add/change/delete contact documentation requirements at any time 
and AICs must implement the changes accordingly. 

3.4.1.5 Service Level Targets 

Service levels are a measure of an AIC’s capacity to answer a percentage of total call 
volume within a predetermined time threshold. They demonstrate how accessible the AIC is 
to customers and indicate to management how many I&R Contact Specialists are needed to 
provide efficient service. Below are the required service level targets set by HHSC/TIRN. 

In regions where the monthly call volume is ten thousand (10,000) calls or less, the AIC 
must: 

A. Answer 80% of incoming calls within ninety (90) seconds or less. 
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B. Have an abandoned call rate of 10% or less; and 

C. Have a Rolled-Over/Not Answered (RONA) call rate of 1% or less.  

In regions where the monthly call volume exceeds ten thousand (10,000) calls, the AIC 
must: 

A. During year one (1) of the contract term, answer 75% of incoming calls within ninety 90 
seconds or less. 

B. During year two (2) of the contract term, answer 80% of incoming calls within sixty 60 
seconds or less. 

C. Have an abandoned call rate of 10% or less for both years; and 

D. Have a RONA call rate of 1% or less for both years.  

Additional information on call volume estimates and performance reporting can be found in 
Exhibit R, Inform USA Standards and Quality Indicators for Professional Information 
and Referral v.10.0. 

3.4.2 Disaster Preparedness and Response  
 

AICs must have policies and procedures in place to enable it to respond to disasters or events 
that affect the AIC region and/or other areas of the state. HHSC/TIRN defines a disaster or 
event as “any unplanned occurrence that has the potential to result in, or may have already 
resulted in, property damage, deaths, and/or injuries to a community (e.g., natural disaster, 
pandemic).”  During such occurrences, it is expected that call volume may increase in the 
affected geographic area, as well as in other areas of the state. AICs must be ready to respond 
in a short period of time and effectively coordinate with local and state emergency 
management organizations. 
 
In the event of a local, state, or federal emergency, including natural, man-made, criminal, 
terrorist, and/or bioterrorism events, declared as a state disaster by the Governor, or a federal 
disaster declared by the appropriate federal official, Grantee may be called upon to assist the 
System Agency in providing the following services, including but not limited to: evacuation 
information, public health information, and mental health and substance abuse.  

 
All AICs are responsible for monitoring, researching, and determining the details and scope 
of any disasters/events that affect their regions. This information must be promptly provided 
to HHSC/TIRN and the entire 2-1-1 network, as described and required in the AIC 
Emergency Management Protocols (accessible in Exhibit R, Inform USA Standards and 
Quality Indicators for Professional Information and Referral v.10.0). Additionally, 
AICs are expected to support the entire network during disasters/events, whether there is a 
direct impact to their area. The expectation during disasters is increased workforce 
productivity and additional resources could be requested from HHSC/TIRN. 

 
AICs shall adhere to the processes set forth in the AIC Emergency Management Protocols 
and must participate in emergency management planning, response, and recovery, as directed 
by HHSC/TIRN. Training and support on the protocols is provided by HHSC/TIRN and 

https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
https://assets-002.noviams.com/novi-file-uploads/airs/Inform_USA_Standards_-_Version_10_0.pdf
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accessible through the TIRN Learning Management System. 
 

3.4.2.1 Emergency Operations, Escalation of Services, and Business Continuity Plan 
 
The Applicant must develop and submit an Emergency Operations, Escalation of Services, 
and Business Continuity Plan that describes the AIC’s processes for emergency preparation 
and response, including instances when AIC operations are directly impacted by a disaster or 
other event that has the potential to disrupt services and increases contact volume beyond staff 
capacity and jeopardizes performance requirements. It is critical the plan provides steps the 
AIC will take to ensure uninterrupted service delivery to customers and detail how the 
Contractor will increase its capacity for service delivery both during and following its normal 
operating hours. The initial Emergency Operations, Escalation of Services, and Business 
Continuity Plan is due within forty-five (45) calendar days after contract execution or by the 
date specified by the System Agency. Once approved, the plan must be updated annually and 
submitted to HHSC/TIRN within thirty (30) calendar days prior to the end of each state fiscal 
year. 
 
The plan must address the following: 

A. The process by which the AIC will increase capacity for service delivery during and after 
a disaster/event to meet the needs of the community. This section must include procedures 
for:  

1. Adding staff resources to handle an increase in the number of inbound calls and 
contacts (e.g., web-based chat sessions and/or text messages) during and beyond 
normal operating hours.  

2. Expanding the resource management function to collect, update, manage, and 
disseminate timely, complete, and accurate emergency management related I&R 
sources in adherence with the AIC Data Quality and Style Guide, the AIC Emergency 
Management Protocols, and as further directed by HHSC/TIRN.  

3. Ensuring Emergency Management Coordinators, Emergency Management 
Coordinator back-ups, and Resource Managers have 24-hour access to email and 
phone communications. 

B. The procedure for informing HHSC within one (1) day of an unplanned disaster/event that 
affects the performance of operations, and a timeframe for initiating the AIC’s Emergency 
Operations and Business Continuity Plan. 

C. A risk assessment of potential issues that may realistically occur during operations, 
including but not limited to instances such as power/internet outages, fires, floods, severe 
weather events, medical emergencies, pandemics, bomb threats, radiological threats, 
workplace violence, etc. 

D. An outline of courses of action to address and resolve the anticipated problems. 

E. A description of the Applicant’s approach to identifying a disaster recovery site location, 
which must include the location of the disaster recovery site and the proximity to the 
Applicant’s central site. 
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F. A description of backup and recovery procedures that specify timeframes for restoring 
service and whether the service restored is full or partial. 

G. A contingency plan addressing interruption to the established plan of operations and 
outlining communication processes, short- and/or long-term resolutions, action steps, and 
response time frames. 

H. A description of the documentation and tracking instruments that will allow HHSC/TIRN 
to determine if performance measures are met. 

I. A proposed reporting mechanism specific to disaster recovery and contingency 
operations. 

J. A proposed reporting mechanism specific to disaster recovery and contingency 
operations.  

HHSC/TIRN will provide a template to complete and submit the Emergency Operations, 
Escalation of Services, and Business Continuity Plan.  

3.4.2.2 Disaster Training and Preparedness Activities  
 

The AIC must ensure all staff have a working knowledge of the AIC Emergency Management 
Protocols and are able to respond appropriately when a disaster/event occurs. They should 
understand how the emergency command and control structure is set up in their region and at 
the state and federal levels. 
 
Program Directors, Emergency Management Coordinators, Contact Center Managers, and 
Resource Managers must complete the following National Incident Management System 
(NIMS) / Incident Command System “ICS) training courses within the first ninety (90) 
calendar days of employment and provide copies of certificates to HHSC/TIRN. 

A. IS-700 – this training provides an overview of NIMS, including key concepts and 
principles, resource management, ICS organizational structures, communication 
standards and formats, interconnectivity of disaster agencies, and emergency operations 
functions. 

B. ICS-100 – this training covers the principles and basic structure of ICS, its functional 
areas, staff roles, and the relationship between ICS and NIMS. 

Additionally, Emergency Management Coordinators must be trained in resource management 
to ensure adequate back-up for the Resource Manager, and accurate emergency resource 
information. The training must be documented and maintained in each staff member’s 
personnel file. 

 
On an annual basis, ninety (90) days prior to the end of each state fiscal year of the grant, the 
AIC must conduct and document internal drills to assess staff preparedness for handling an 
actual disaster/event. These drills must test the following: 

A. The accuracy of key personnel contact information and call tree structure. 

B. The extent to which the AIC is prepared to take calls in a crisis, and 
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C. The extent to which AIC staff are trained in disaster/event procedures, in accordance with 
the AIC Emergency Management Protocols. 

D.  Identify best practices, lessoned learned, resource gaps, and opportunities for 
improvement for emergency management. 

The AIC must submit an After-Action Report assessing the drills outcome and must include 
the key components of disaster drills ten (10) calendar days after completion of the drill. 

3.4.2.3 Incident Reports 

If the AIC experiences a system outage interrupting service due to any cause (e.g., Internet 
failure or power outage), the AIC must notify HHSC/TIRN within thirty (30) minutes and 
must provide least twice daily updates until the identified incident is resolved. Within the 
first two (2) hours of the outage, the AIC must provide the outage report. If system outage 
last two (2) hours or more, the AIC must submit an incident report within twenty-four (24) 
hours of when the outage began. HHSC will provide a template to include the following 
information:  

A.  Details of the outage/incident.  

B.  When and how the outage/incident was discovered.  

C.  Impacts to operations, systems, and/or staff.  

D. Root cause of the outage/incident, including verifying documentation from the provider 
responsible for the outage.  

E.  Detailed corrective measures taken by the AIC to mitigate the problem and long- term         
corrective actions to detect and prevent future incidents, including identification of 
alternative providers of the failed service, if feasible and/or available. HHSC/TIRN will 
provide a template for the outage and incident report.  

3.4.3 Focused Initiatives Mandated by HHSC/TIRN 

HHSC/TIRN will require AICs to participate in focused initiatives to enhance I&R services 
and meet federal, state, and/or local legislative requirements. AICs are required to implement 
these initiatives with support from HHSC/TIRN and comply with reporting requirements. 
Additionally, HHSC/TIRN reserves the right to add other initiatives during the contract period 
via amendment. Requests for initiatives outside of operational information and referral 
services will be provided via formal communication. 

3.4.3.1 Child Care I&R Services  
 
AICs receive funding to provide and promote quality childcare I&R services. AICs are given 
access to external databases to assist them in providing the following services:  
A. Information on and referrals to childcare providers that will meet the customers’ needs 

regarding location, age requirements, types of programs provided, etc.; and  
B. Referrals to Head Start and Early Head Start programs and services.  
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AICs must include listings in their databases regarding information on Texas Workforce 
Commission childcare subsidies available through the regional Workforce Solutions offices. 
These listings must be included according to HHSC/TIRN style guidelines and other specific 
direction (e.g., use of a template, specific taxonomy indexing).  
 
In addition, staff must be trained on the purpose and function of Child Care I&R Services 
and use of the external databases. AICs must submit reports as requested and/or required by 
HHSC/TIRN. Staff training must be documented and maintained in each staff member’s 
personnel file. 
 

3.4.3.2 Summer Meals Program 

AICs will respond to information and referral calls about the Texas Department of Agriculture 
(TDA) Summer Food Program received in their region as well as submit data reports as 
required by HHSC for the duration of the project or as directed by HHSC/TIRN. 

3.4.4 Focused Initiatives Not Mandated by HHSC/TIRN 

HHSC/TIRN may require AICs to participate in other appropriate federal, state, and/or local 
programs to fulfill special I&R needs, such as specialized client intake, resource data sharing, 
and other information and assistance. AICs are required to implement these initiatives with 
support from HHSC/TIRN and comply with reporting requirements. Additionally, 
HHSC/TIRN reserves the right to add other initiatives during the contract period via 
amendment. Requests for initiatives outside of operational information and referral services 
will be provided via formal communication. 

3.4.4.1 Veteran Information & Referral 

AICs that have been identified by HHSC/TIRN will respond to calls from service members 
(active; veterans and/or retired) and their family members seeking assistance and provide 
military-specific referrals and/or other resources requested and/or deemed appropriate.  

 
3.4.4.2 Closed-Loop Referrals 

AICs that have been identified by HHSC/TIRN will respond to calls and provide a Closed-
Loop Referral based on the caller’s need request and if a Closed-Loop Referral for the need is 
available. A Closed-Loop Referral is recorded in Customer Relationship Management (CRM) 
System. The Closed-Loop Referral function is to better address complex client needs; and 
collaborate with community partners; and track referral outcomes.  

The closed-loop referral function will allow TIRN contact specialist to send client information 
directly to the agency to provide services. The closed-loop referral process includes 
participation from organization, the client, and TIRN’s Contractors, the Area Information 
Centers (AICs). Service Provider accounts are used to review client referrals and update the 
status of a closed-loop referral to Provided, Accepted or Declined. When a Closed-Loop 
Referral is selected on the client record, the Service provider will include referral timelines; 
track provided services; contact specialist should be able to select a referral as closed-loop or 
information/referral; and closed-loop contacts from multiple agencies can work together to 
support the same client or household. 
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3.4.4.3 Referral Partner Program (RPP) 

The Referral Partner Program (RPP) is a free, year-long program that informs individuals 
applying for state benefits about community resources to help meet their needs. Common 
referrals include utility assistance, clinics, food pantries, and more. 

After callers are referred to and enrolled in a program, they will receive quarterly follow ups 
from 2-1-1 Contact Specialists for one year. During this time, 2-1-1 Contact Specialists can 
also connect you with additional resources or state benefit application assistance. The Referral 
Partner Program does not have funding available to provide direct services. 

3.4.5    Special Projects 

AICs will participate in local special projects as directed by HHSC/TIRN to enhance I&R 
services within the designated service area/region. AICs must maintain and provide call center 
staffing that is flexible and responsive to the needs of Special Projects that may be assigned 
during the contract period. Special Projects are initiated locally and usually involve some level 
of staff training, use resource information not generally available to the region, and/or impact 
call volume. These projects may be financially supported by a partner organization of the 
Applicant, or they may be unfunded.  

AICs must submit a Special Project Application to obtain authorization from HHSC/TIRN. If 
approved, HHSC/TIRN will issue a contract amendment that must be executed prior to the 
AIC engaging in any Special Projects and/or external partnership(s) that may have impact to 
service delivery, call handle time, and/or require HHSC/TIRN resources (e.g., telephony 
platform, phones, phone lines and/or technological support team/services). 

3.4.6    Outreach Activities  

Community outreach and education is important to ensuring the public, local partners, and 
other stakeholders are aware of 2-1-1 TIRN services and how they benefit the community.  

2-1-1 Counts is a tool to provide real-time, searchable, and visual presentations of data from 
2-1-1 call centers across the nation. Using 2-1-1 Counts, Applicants can find a snapshot of 
community-specific needs displayed by county to identify trends and make comparisons. 

3.4.6.1 Outreach Project Work Plan 

The Applicant must submit with its application an Outreach Project Work Plan that includes 
at least twelve (12) outreach events the AIC will conduct/participate in during the fiscal year 
to promote and educate the public about 2-1-1 TIRN services. The Plan must include a 
description of the various activities the AIC will conduct, which may include public 
presentations to prospective customers, community education events, use of social media to 
publicize services, running tables at community health/job fairs, and other applicable 
activities. A variety of outreach strategies should be used to meet the needs of the population 
in the region, with particular focus on reaching people who have difficulty accessing services 
due to disabilities, homelessness, language barriers, and other barriers. 

https://211counts.org/home/index
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In addition, AICs may develop brochures, other media, and marketing materials (e.g., table 
covers, banner, promotional items, etc.) for distribution in their regions. AICs are required to 
request approval of all outreach items with the 2-1-1 Logo, whether cost is associated to the 
outreach item or not. 

3.4.6.2 Outreach Activities Documentation 

Applicants must maintain records of the outreach activities conducted and report specific data 
elements on their quarterly reports (see Section 5.1 AIC Quarterly Performance Reports).  

The Applicant must provide documentation to support all outreach activities to include, 
number of brochures, presentations, and pamphlets distributed, sign in sheets, volunteer 
timecards and time spent at events, and a list and postage receipts for outreach material mailed 
out. For materials drop off, a list of supplies, supply location and, a copy of the information 
card and a picture documenting the drop off.  

3.4.7 AIC Staff Training 

AICs are responsible for providing training to new and existing staff related to the provision 
of information and referral services, database management, and the use of HHSC/TIRN 
mandated guidelines and reference materials, as appropriate for their respective roles. In 
addition to training on their daily functions, all staff must receive training on the AIC 
Emergency Management Protocols. 

HHSC/TIRN will monitor training reports, AIC staff participation and certificate 
achievements in the TIRN Learning Management System, and attendance sheets to verify 
training requirements are being met. 

3.4.7.1 Additional Training Requirements – I&R Contact Specialists 

An integral part of the training process for I&R Contact Specialists is the provision of 
mentoring, coaching, and monitoring to ensure the delivery of quality services. In addition to 
having the necessary skills to provide information and referrals, I&R Contact Specialists must 
also be trained to use the HHSC/TIRN Crisis Protocol. Initial training can be taken through 
the TIRN Learning Management System; however, supervisors of I&R Contact Specialists 
must also provide more intensive learning opportunities through mentoring and coaching. 
HHSC/TIRN provides AICs a Quality Standards and Definitions Guide to assist them in this 
process (the guide can be accessed in Exhibit U, 2-1-1 Texas Information & Referral 
Network (TIRN) Quality Standards & Definitions Guide). 

I&R Contact Specialists may also receive training on the various projects under Focused 
Initiatives (see Section 3.4.3 Focused Initiatives Mandated by HHSC/TIRN) to ensure they 
have the proper knowledge and skills to effectively implement those activities. 

3.4.7.2 Staff Training Plan 

The Applicant will develop and submit a plan for ensuring training and continuing education 
opportunities for AIC staff that will lead to expanded professional capacity and in-depth 
expertise. At a minimum, the plan should address the job-related knowledge and competencies 
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required to achieve organizational goals and objectives, as well as the specific requirements 
set forth herein.  
 

3.4.7.3 Additional Training Requirements 
 

The Applicant shall participate in additional trainings as deemed necessary by HHSC. Content 
may be related to new projects, initiatives, performance measures, or additional quality 
improvement activities. 
 

4 QUALITY ASSURANCE AND MONITORING 
 

The Applicant must submit a Quality Assurance Plan that documents the processes for 
monitoring the quality of services provided by I&R staff, as well as the integrity of database 
resource listings. The plan must also include the process by which individuals seeking 
assistance from the AIC can provide feedback about the services they received. While some 
of this information can be collected during customer satisfaction/quality assurance follow-up 
contacts conducted by the AIC, there must also be a process for tracking customer-initiated 
feedback and any complaints reported. 
The Quality Assurance Plan is a dynamic plan subject to reviews and updates frequently by 
the Applicant and System Agency. It must also be, always available to authorized System 
Agency staff. The Applicant must submit an initial Quality Management Plan, forty-five (45) 
calendar days prior to the scheduled operational start date, or as directed by System Agency.  

4.1 Quality Assurance Plan 
 

At a minimum, the Quality Assurance Plan must include the following elements: 

A. The sampling and review process supervisors will use to periodically assess the   overall 
quality of I&R services provided by all Resource Managers and I&R Contact Specialists, 
including database audits, recorded and active calls, and contact record documentation, 
written transcriptions of web chat and text inquiries (if applicable). 

B. A description of the mentoring/coaching process to be used with Resource Managers and 
I&R Contact Specialists, and how remediation plans will be developed to address 
identified performance issues. 

C. A monitoring schedule for the contract period. 

D. The process for enabling customer feedback about 2-1-1 services (see Section 4.2    
Customer Feedback/Complaint Tracking for additional detail). 

HHSC/TIRN provides AICs tools and written guidance for monitoring I&R services; 
however, at any time during the contract period HHSC/TIRN may prescribe additional 
methods for ensuring quality services, which must be implemented by the AIC. Monitoring 
must be conducted by a relevant supervisor (e.g., Director, Contact Center Manager, Lead 
I&R Contact Specialist), and an average quality assessment score of 80% or more must be 
met for interactions (including calls, web-based chat sessions, and text messaging) sampled 
during the reporting period. 
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4.2 Customer Feedback/Complaint Tracking 
 

As part of the Quality Assurance Plan, the Applicant must explain the process by which 
individuals seeking assistance from the AIC can provide feedback about the services they 
received. This part of the plan must address: 

A. The method used to document and track client feedback.  

B. The process for identifying and communicating to HHSC/TIRN any unmet customer 
needs so the AIC can work in collaboration with HHSC/TIRN to address them; and 

C. The procedure for notifying HHSC/TIRN within ten (10) calendar days of any complaint 
against the AIC or any AIC staff. The notification must include the following: 

1. Contact name and other identifying information. 

2. Date contact received. 

3. Method of receipt (fax, phone, email, etc.). 

4. Reason for contact (in line with standard definitions developed by Health and Human 
Services Office of the Ombudsmen). 

5. Details to isolate potential trends such as location or particular service. 

6. Resolution actions. 

7. Date of resolution (if the complaint is not resolved within ten (10) calendar days, the 
Applicant must notify HHSC of the resolution upon the final communication with the 
client).  

8. Determination of whether complaints are substantiated or not; and 

9. Record of final communication with the customer, including date and method.  

If, after a good faith effort by the AIC to resolve the complaint, the complaint has not been 
resolved to the customer’s satisfaction, the AIC must provide the customer the following 
contact information for the HHSC Office of Ombudsman: 

 
Health and Human Services Commission 
Office of the Ombudsman 
MC H-700 
P.O. Box 13247 
Austin, Texas 78711-3247 
 
Phone: 1-877-787-8999 
Relay Texas for individuals with a hearing or speech disability: 7-1-1 or 
1-800-735-2989 
Fax: 1-888-780-8099 
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Website Address: https://hhs.texas.gov/about-hhs/your-rights/hhs-office-
ombudsman 
 

 
HHSC/TIRN reserves the right to change the customer feedback process and may require any 
feedback to be directed to HHSC/TIRN staff in addition to the AIC.  

 

5 KEY PERFORMANCE REQUIREMENTS AND DELIVERABLES 
 

The Applicant must ensure services are provided at or above the level established in Exhibit 
F, Deliverables and Exhibit G, Key Performance Requirements (KPRs), and that all 
required deliverables and reports are submitted in accordance with. The Applicant must 
provide a point of contact (APPLICANT Contact) that can address questions or concerns 
regarding Exhibit G, Key Performance Requirements (KPRs). 
 

5.1 AIC Quarterly Performance Reports 
 

On a quarterly basis, the Applicant will submit to HHSC/TIRN the AIC Quarterly 
Performance Report (QPR) to cover the periods shown below. The QPR must include data for 
each month reflected in the quarter. The reports will be due on the 20th calendar day of the 
month following the quarter for which the report is due, unless the 20th calendar day falls on 
a weekend or State holiday, then it is due the following business day. AICs may choose to 
subaward with other centers in the Texas 2-1-1 network to fulfill coverage requirements 
during overnight hours, weekends, holidays, office or agency relocations, conferences, 
trainings, meetings, and other periods of extended offline time; however, offline requests and 
any applicable sub awarding arrangement must be submitted in writing to notify HHSC/TIRN.  

 
Quarter Months Included in Quarter Report Due Date 

1 September 1st through November 30th  December 20th 
2 December 1st through February 28th/29th  March 20th 
3 March 1st through May 31st  June 20th 
4 June 1st through August 31st  September 20th 

 
5.1.1 Required Data Elements  
 

A high-level summary of the data elements to be reported in the AIC Quarterly Performance 
Report are included in the table below. (Note: The Applicant must track other data and 
reporting elements to be determined by HHSC/TIRN and will report on progress and services 
related to additional initiatives introduced during the contract period.) 

 
Performance Category Data Elements to be Reported 
AIC Interactions Number and percentage of calls answered by a staff person 

within sixty (60) seconds or less. 

https://hhs.texas.gov/about-hhs/your-rights/hhs-office-ombudsman
https://hhs.texas.gov/about-hhs/your-rights/hhs-office-ombudsman
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Performance Category Data Elements to be Reported 
Number and percentage of abandoned calls. 
Number and percentage of calls Rolled Over/Not Answered 
(RONA). 
Number of follow-up contacts scheduled (for each unique 
caller). 
Number of scheduled follow-up contacts completed. 
Attrition rate of follow-up contacts (total completed/total 
scheduled). 
Number of Web-Based Chat Sessions  

Quality Assurance Number of customer satisfaction/quality assurance follow-up 
contacts made during the quarter. 

Data Resource Management Annual Update Rate Percentage  
Number of Annual Formal Reviews conducted during the 
quarter 
Number of resource records updated as a result of the formal 
reviews. 
Number of resource records added as a result of the formal 
reviews. 
Number of resource records inactivated as a result of the 
formal reviews. 

Outreach/Education 
Activities 

Number of outreach and community education events 
conducted by the AIC regarding 2-1-1 services and special 
initiatives. 
Estimated number of individuals outreached at various 
events during the quarter 

Disaster Response Number of Volunteer activated, if applicable 
 
5.2 Applicant Performance and Compliance 
 

To ensure compliance, HHSC may take the following actions in the event of non-compliance 
to any of the contract requirements, KPRs, or Quality Assurance Plans: 

A. Suspending all or part of the Contract. 

B. Requiring the Applicant to take specific corrective actions to remain in compliance with 
the terms of the Contract.  

C. Recouping payments made to the Applicant found to be in error.  

D. Suspending, limiting, or placing conditions on the continued performance of the Project.  

E. Imposing any other remedies authorized under this Contract; and  
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Imposing any other remedies, sanctions or penalties permitted by federal or state statute, law, 
regulation, or rule. 

5.3 AIC Performance and Support Activities 
 

The Applicant shall participate in required activities specified by HHSC/TIRN that support 
the continuous improvement of the 2-1-1 TIRN program, including but not limited to 
conference calls, webinars, training events, and in-person meetings. 

 
5.4  Annual Performance Report 
 

The Applicant shall complete and submit an Annual Performance Report within forty-five 
(45) calendar days after the start of each state fiscal year. HHSC will provide a template to the 
Applicant after contract execution which must be completed and submitted within the 
timeframes directed by HHSC. 

 

6 INVOICING  
 

The Applicant shall invoice HHSC in accordance with the Contract. Unless otherwise 
specified in the Contract, the Applicant shall submit invoices monthly by the twentieth (20th) 
calendar day of the month following the month in which expenses were incurred or services 
provided. Work invoices must be made for the month of service provision, except for certain 
items related to operational costs, community outreach, and staff development. Such expenses 
may include but are not limited to subscriptions, computer software, memberships, prepaid 
outreach materials, etc.  

 

Within the timeframes and standards established in the contract and HHSC policy, the 
Applicant will submit an invoice, and documentation supporting the provision of services via 
email to 211_TIRN_SAR_VAR@hhsc.state.tx.us and AES.Invoices@hhsc.state.tx.us. The 
following naming convention shall be used for the subject line of the email and the invoice 
document file: “Legal Entity Name. Invoice Number. Month Year.” For example, an invoice 
submitted to HHSC for the month of September would be submitted as: “Texas 2-1-1. Invoice 
Number 1. September 2026.” The invoice must include the following:               

A. A unique identification (Invoice) number 

B. The word “invoice” 

C. Date of the invoice 

D. Grantee’s Legal  name, address, and contact information  

E. The amount requested  

F. The P.O. Number  

G. State of Texas Vendor number or federal tax Identification number  

H. Mail Code 

mailto:211_TIRN_SAR_VAR@hhsc.state.tx.us
mailto:AES.Invoices@hhsc.state.tx.us
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I. Remit-to address   

J. Grantee’s Telephone number  

K. Invoice number  

L. HHSC Contract Number  

M. State agency name of requestor  

N. Description of goods and services provided  

O. Service Date for when the services were rendered  

P. If a sub-Contractor(s) is required to provide 211 TIRN documentation, an attached 
Explanation of Service (“EOS”) for the sub-Contractor(s) services rendered   

Q. The name and telephone number of a person designated by the Contractor to answer 
questions regarding the invoice 

R. Supportive documentation supporting the services and substantiating costs incurred for 
the invoice provided to HHSC; and  

S. The total amount owed, if applicable.  

The Applicant must use the Invoice template provided by HHSC to identify costs being 
requested from HHSC. Costs must be broken out to a degree that is sufficient to determine if 
costs are reasonable, allowable, and necessary for the performance of the project, as indicated 
in Title 2, CFR, Part 200, and the Texas Grant Management Standards (TxGMS). Invoice 
supporting documentation may include but is not limited to invoices, receipts, payroll 
documentation, subrecipient payment information, travel reimbursement requests, operational 
and equipment costs, etc. All supporting documentation must be organized by funding source 
and clearly labeled upon submission, and equal the amounts listed in the invoice. 

  
All invoices must be submitted in accordance with the standards set forth in TAC §20.487. 
Disputed invoices will be immediately returned to the Contractor no later than the twenty-first 
(21st) day after the invoice is received. HHSC may accept a partial delivery of services and an 
invoice for payment of the portion of the services delivered. All undisputed invoices will be 
paid in accordance with the standards set forth in TAC §20.488.  

 
The Applicant shall submit a revised budget and request approval for budgetary adjustments 
exceeding 25% of the total allocation within each funding source. Such requests will only be 
processed twice in a contract year with the first budget revision allowed in the month of 
November and the second budget revision allowed in the month of May. Budget revisions are 
due by the last business day of the specified month.  

 
At the completion of the contract period, final payment shall be based on the information 
provided by the Applicant within the time frame established by the contract or, if a timeline 
is not established within the contract, within forty-five (45) calendar days after the termination 
of the contract. This payment provision shall apply to final payment whether at the completion 
of the contract period or in the event of early contract termination. 
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6.1  Supplemental Invoices 
If the Grantee has received reimbursement for a service month but finds additional incurred 
expenses that were not included in the original invoice submission, the Grantee must submit 
a supplemental invoice by the thirtieth (30th) Calendar Day of month. Grantee must use the 
nomenclature in the example below. 

For Example. The Grantee received reimbursement for the service month of November. 
However, the grantee has additional expenses that were incurred in November. These 
expenditures were not recorded in the original submission to HHSC. The Grantee must submit 
a supplemental invoice to HHSC by the thirtieth (30) Calendar Day of the month to receive 
reimbursement. The nomenclature for supplemental invoices must include the original invoice 
number, month of service (abbreviated), and the abbreviation of the word supplemental and a 
number and/or letter as the suffix (e.g., ABC Company 12345 Nov. Sup 1, or ABC Company 
12345 Nov. Sup A, or ABC Company 12345 Nov. Sup 1a). 

6.2  Supporting Documentation  
HHSC requires supporting documentation to substantiate each element of an expenditure, 
including expenditures claimed for match. The Grantee must maintain adequate records and 
provide the necessary documentation to show clear proof of an allowable expenditure. Upon 
HHSC’s request, the Grantee must provide additional information to the degree or detail 
necessary to resolve any review, examination, inquiry, or audit by HHSC or other 
responsible authority. The Grantee must certify that payments requested are in accordance 
with applicable contract provisions, laws, and regulations and that the Grant Requirements 
have been met. 
The Grantee must provide assurances that the Grantee’s cost of activities is not funded from 
another federal source. In addition, HHSC does not provide start-up funding or issue 
advance payments. 

7 TRANSITION PLAN 
 

If a Grant is awarded, a final plan must be submitted to HHSC within thirty (30) calendar days 
after execution of the grant. HHSC and the Applicant must work together throughout the 
Transition Phase to establish a detailed schedule for all activities and define expectations for 
the content and format of the contract transition deliverables. Ongoing plan updates and 
changes must be submitted to HHSC for approval at least thirty (30) calendar days before a 
change becomes effective. 

 
The Transition Plan must include the following: 

A. The identification of risks related to readiness for operations assumption, and a description 
of how those risks will be managed and mitigated. 

B. Comprehensive and detailed step-by-step actions for transition of current operations from 
the current contractor to the awarded Applicant through collaboration facilitated by 
HHSC. 
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C. Activities the awarded Applicant must conduct between the effective date of the contract 
and the Applicant’s operational start date to ensure continuation of services to AIC 
customers. 

D. Applicant’s roles and responsibilities. 

E.  Detailed schedule of continued business operations for all transition functions and 
requirements. 

F.  Detailed plan for returning HHSC property (e.g., equipment, router, circuit board) 

8 TURNOVER PLAN 
 

The following are the turnover requirements to which the Applicant must agree. “Turnover” 
is defined as the required activities the Applicant must perform to transition contract 
operations to a subsequent entity or HHSC. Grantee agrees that this obligation survives the 
termination, regardless of whether for cause or convenience, or the expiration of the Grant 
Agreement/Contract and remains in effect until completed to the satisfaction of System 
Agency. At the commencement and during turnover, the Applicant must ensure that HHSC 
and consumer populations do not experience any adverse impact from the transfer of services 
to another entity or to HHSC.  

 
If a contract is offered, the Applicant must submit a final plan to HHSC within thirty (30) 
calendar days after execution of the contract. The Applicant must also submit an Annual 
Operations Turnover Plan within sixty (60) calendar days prior to the end of each fiscal year 
of the grant. In addition, the Applicant will submit a “ready to execute” Operations Turnover 
Plan six (6) months, one hundred-eighty (180) calendar days prior to the end date of the grant 
or upon request by HHSC. 

 
Turnover activities must include, but are not limited to:  

A. The transfer of information (including data, if applicable); data entry or case file software 
(if utilized); third-party software and modifications (if utilized); documentation relating 
to software and interfaces; functional business process flows; and operational information 
pertaining to the delivery of services to consumers. 

B. Transfer of all pertinent documentation (in written and electronic formats), including but 
not limited to policies and procedures, case files, spreadsheets, and reports. 

C. Transfer of all training schedules and materials in electronic format including but not 
limited to development methodology, curriculum materials, training class statistics, 
outcomes and documentation, materials in development and supporting documentation, 
best practice materials, all other training and curriculum development documentation and 
data related to the required training of AIC staff. 

D. Any other information that would ensure a comprehensive and complete knowledge 
transfer to HHSC or successor entity of all components in the Request for Application 
(RFA) and the contract. 

E. The implementation of a quality assurance process to monitor turnover activities; and 
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F. Training HHSC and/or successor entity staff in the operation of business processes and 
any supporting processes related to the RFA and the contract. 

G. Detailed plan for returning HHSC property (e.g., equipment, router, circuit board) 

The Turnover Plan must define the activities required through the end of the contract plus six 
months after the end of the contract. The Applicant is required to keep, maintain, and share 
any knowledge learned during the AIC contract term to assist in avoiding potential pitfalls 
during turnover and facilitate a transition to the successor entity. 

 
At a minimum, the Turnover Plan must include the following: 

A. Turnover approach. 

B. Defined tasks and subtasks for the turnover, including staffing and resource requirements. 

C. Turnover schedule. 

D. List of all data, program, and consumer documentation and case files, including 
documentation maintenance and work currently in progress in the ADRC. 

E. Current inventories, correspondence, documentation of outstanding issues, and other 
operations support documentation. 

F. Staff training schedules and materials. 

G. List of all employees through the Applicant, including hiring documentation, credentials 
(if applicable) and employment and payroll records. 

H. Statement of resource requirements that must be met by a successor entity/entities or 
HHSC to take over the program, including staffing and resource requirements necessary 
to perform the operations of the program. 

 I. Knowledge transfer to successor entity or HHSC. 

J. Any other information needed for an orderly transfer of services; and 

K. Upon notification by HHSC that turnover activities are required, the Applicant must 
complete 100% of all turnover activities and obtain HHSC approval prior to final payment. 

9 CONTRACT RECORD RETENTION 
 

As indicated in Exhibit B, HHSC Uniform Terms and Conditions-Grant, Version 3.5, the 
Applicant will keep and maintain under the Generally Accepted Accounting Principles 
(GAAP) or the Governmental Accounting Standards Boards (GASB), as applicable, full, true, 
and complete records necessary to fully disclose to HHSC, the Texas State Auditor’s Office, 
the United States Government, and their authorized representatives, sufficient information to 
determine compliance with the terms and conditions of this Contract and all state and federal 
rules, regulations, and statues. Unless otherwise specified in this Contract, the Applicant will 
maintain legible copies of this Contract and all related documents for a minimum of seven (7) 
years after the termination of the contract period or seven (7) years after the completion of 
any litigation or dispute involving the Contract, whichever is later. 
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10  FORMAL COMMUNICATION REQUIREMENTS 
 
The Applicant must establish formal communication with HHSC for receipt and response to 
requests for information, work products, ad hoc reports, deliverables, and other required 
correspondence related to performance of contract requirements. HHSC will issue State 
Action Requests (SARs) to the Applicant following established procedures and timelines. The 
Applicant will issue Vendor Action Requests (VARs) to HHSC following established 
procedures and timelines, inclusive of the submission of the Contract Deliverables and KPRs. 
The Applicant’s proposal should describe how the Applicant will establish and manage formal 
communication with HHSC. 
 
In addition to the requirements stated above, the Applicant must: 

A. Submit complete and accurate responses to any SAR or VAR memos no later than ten 
(10) calendar days after the Applicant’s receipt of the request or by the date specified in 
the memo. 

B. Submit written request for extension of a SAR or VAR deadline that specifies the 
estimated date of completion and reasons for the extension no later than three (3) business 
days prior to the response due date. 

C. The Applicant must provide ad hoc reports and respond to Legislative inquiries and other 
high priority requests within thirty-six (36) hours from the time of the request or by the 
date and/or time specified by HHSC.  

D. If the Applicant is late in responding, or does not provide adequate information, HHSC 
will assess non-compliance remedies.  

 
HHSC’s formal communication process will be utilized for the submission of all KPRs and 
Deliverable reports. HHSC provides comments and approval of each report provided in 
support of this agreement. 

 

11  CONTRACT MONITORING REQUIREMENTS AND QUESTIONNAIRE  
 

The Applicant must comply with all applicable cost principles, audit and contract monitoring, 
and administrative requirements in accordance with the Contract, contract management 
guidelines, and state and federal regulations. To ensure compliance with these requirements, 
HHSC utilizes a risk-based contract monitoring process. The Contract Monitoring 
Questionnaire (CMQ) is part of the risk-based contract monitoring process and provides 
HHSC with detailed and ongoing information regarding the Applicant’s internal and financial 
controls and other general contracting processes.  
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In addition to the requirements stated above, the Applicant must submit an initial CMQ 
within thirty (30) calendar days after Contract execution and annually thereafter within sixty 
(60) calendar days prior to the end of each State Fiscal Year. 
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