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State of Iowa Resource Network – Executive Summary

The Iowa Resource Network will provide citizens and referral service providers with electronic access to statewide information about services and resources of a broad scope.  Originally conceived as a system to provide Internet access to Health and Human Services types of resource information the system has recently been redeveloped to expand the scope and coverage of the information contained in the database.  The underlying database is coded based on the National AIRS (Association of Information and Referral Services) taxonomy used by the majority of Resource and Referral service providers.  Using this common coding system allows for quick and easy access by R and R professionals.  The data is also searchable by keyword, zip code, city and county and will be populated with community resources for all 99 Iowa Counties, enabling both citizens and professionals to quickly and easily access community resource information 24 hours a day, 7 days a week.  Currently a number of Iowa Departments are charged by Federal or State mandates to make community resource data available to their consumers. This “enterprise-wide” project will allow the State to address the needs of these departments through one unified electronic system, reducing the need for duplicated efforts within separate departments. 
Description of Current Situation:

Examples of the services in the database are:

· Basic human needs such as food pantries, shelters and rent assistance

· Disability services such as respite care and meals on wheels

· Work support services such as job training and transportation

· Support for older Iowans

· Support for children, youth and families

· Volunteer opportunities

· Community events

· Physical and mental health resources such as health insurance programs, medical information lines, and crisis intervention services

The Iowa Information and Referral (IAIRS) agencies have formed a coalition that covers approximately 60% of Iowa counties.  State of Iowa Departments, Iowa State Extension Services, Area Agencies on Aging, Department of Human Services and others also have coverage in all 99 counties.  This system will help create more comprehensive coverage of the state and better access to this type of information for all Iowans.

During the summer of 2000 the FCC designated 211 as the 3-digit phone number for quick access to Resource and Referral Services.  The coalition of Iowa Information and Referral agencies, Area Aging Agencies, Iowa State University Extension, and interested state agencies are working together to create a vision and implementation plan for the Iowa 211 system.  This system will provide a free 24 hour telephone information and referral service.   The Information Technology Department is working with the Iowa 211 coalition to collaborate and utilize the Iowa Resource Network as the supporting database for that system.

Written Justification

a) Description of the Project

IRN Mission: To establish and maintain an electronic, consumer-friendly community resource system that provides all members of the state with direct, private, and anonymous access to information about community resources, and the limited ability to enroll for services from any internet accessible computer, at home, work, or public sites in the community.

Goals

· To provide Iowa citizens with a convenient 24 x 7 method to access State services by July 1, 2001, and other social resources provided in local communities by July 1, 2002.

· To provide professionals in government and private organizations with a current, correct and comprehensive database of service providers by July 1, 2002 (State services to be listed by July 1, 2001).

· To create a system that will allow service providers to update their own information, and promote increased usage of that feature.

· To provide a method of customer data collection that could eventually result in a common intake process for program enrollment with electronic transfer into Agency MIS systems.

· To include the following types of services in the information database: child/dependent care referral services, health and mental health care, housing, transportation, federal/state benefit programs, public and privately provided human services, elderly services, as well as, social recreational opportunities, local community services and facilities.   

· To increase usage of the IRN system by both the general citizenry, and agency professionals utilizing and updating the database.

· To increase consumer satisfaction with information available on community resources via electronic means.

· To increase provider satisfaction with information available via the IRN website on community resources.

· Planning is under way to provide links state agencies, allowing for self-application and electronic transfer of limited enrollment data to agency MIS programs. 

· The quarterly system usage reports will support and help determine identified community needs and provide useful planning data.

The IRN system addresses a fundamental need our communities have for easily accessible services and supports, including: 

· Consumers need a way to navigate a community’s resources that is less confusing, more convenient, and which allows anonymity if desired.

· Providers need a more efficient, timely way to communicate accurate, current information on available services to citizens.

· Multiple State Agencies need access to community resource information.

· Communities need accurate information on the array of services available.

· Iowa needs a more effective and efficient method to inform its citizens of governmental resources available to them both locally and statewide.

This system is based on the beliefs that increasing numbers of citizens and service providers will seek resource information via electronic means, and that service data should be accessible electronically 24/7. The project assumes that State agencies will cooperate in  enterprise solutions to common needs, and will promote the utilization of this system. Other service providers recognize the value of placing their organization’s service information in the database and will receive a mutual benefit from utilizing the system as a resource. Failure of the project would mean funds will be expended by multiple agencies to produce resource listings and /or websites to address Federal and State mandates. 

Criteria to Measure Success:

· Focus Groups with key stakeholders, and users, such as: front-line staff, citizens, state leaders, etc. will indicate continued interest and use of the IRN system.

· User satisfaction ratings on exit of the system will continue to increase.

· Periodic surveys of provider participation will indicate positive feelings and use of the system.

· State Agencies will utilize the system and not need to develop parallel databases, or hardware /software systems.

Satisfaction Ratings To-Date:

Very Satisfied                  112        41%

Satisfied                            94        35%

Somewhat satisfied           49        18% 

Not satisfied                      15          6%

TOTAL                            270       100%

As of June 30, 2000:

· Total Hits = 136,331

· Aver Hits per Day = 749

· Unique Visitors = 1228

· Visited one time = 75%

· Visited more than once = 25%

· UWECI updating visits = 7%

· Day most used = Monday

· Day least used – Saturday

In the pilot phase of the IRN, focus groups were held to obtain citizen and provider input. Public and private providers, citizens and business representatives served on the Statewide Iowa Access and local Area 10 Steering Committees. The current IRN Steering Committee meets periodically to monitor progress and provide input regarding the system modifications and implementation of the Iowa Resource Network.  Periodic surveys and/or focus groups will be held with target participants (front line workers, businesses, and citizen groups) to get other feedback on the system.

State Directors participating in Enterprise Teams will be asked to participate in assessment and feedback, as well as, utilization of the system. There are several parallel statewide resource database systems in existence and various stages of development, providing opportunities for cooperation.

b) Significance of the Improvement

This project allows citizens and professional resource and referral people to have better and more comprehensive access to resource providers in the State of Iowa.  By providing better and more complete access there is the potential to reduce the risks and costs associated with not knowing what resources are available.  This project will allow for better promotion of the state and its resources both inside and outside the state.  By someday providing an integrated application process for State of Iowa programs it will ease the “hidden tax” burden for people applying for programs, reducing the costs of time and aggravation associated with an office visit, standing in line and filing multiple paper forms.  It further reduces the “hidden tax” burden associated with duplication of data input and handling paper forms.  

c) Benefits realized by service recipients, taxpayers, agency, or state

Iowa citizens are empowered to take an active role in resolving life issues; such as improving job or parenting skills, etc. by directly accessing community resource data and services via this website.

A. Agency professionals will have improved work processes via access to current resource data for the appropriate geographic areas, improving their ability to refer customers to services addressing health, security and safety issues, and reducing the need for various State Agencies to develop separate and duplicative resource systems.

B. A common system accessed and updated by multiple public and private agencies addresses enterprise standards to utilize cross-system technology and allow several Departments to meet Federal and State mandates.

C. There is the potential for streamlined service delivery: by utilizing the IRN website as an initial intake for public and private programs - transferring citizen enrollment data electronically and integrating it into Agency MIS systems.

D. Valuable planning data will be available via aggregate summaries on usage of the website.

E. There will be greater access to multiple state programs for citizens with program information being available 24/7 and outreach staff could use laptops and modems in client homes to develop case plans.

F. The Department of Human Services is exploring the possibility of obtaining matching funds for the following service areas: Medical Assistance Title XIX, Child Support Enforcement Title IV-D, Foster Care/Adoption Title IV-E, Refugee, Family Investment. Information and Referral to these services are currently receiving federal reimbursements in Minnesota.

d)  Return on investment, short-term, long-term payback

The Iowa Resource House is an electronic system designed to provide resource information.  The heart is a database of resources available in Iowa.  The most valuable outcome of this system is the partnership that came together to develop it.  That partnership is growing to include a wider and more comprehensive range of resources available in Iowa  

The functions of the Iowa Resource House prior to the development of this system were provided haphazardly by a patchwork of state agencies, private non-profit groups, and community associations.  Groups such as the Iowa Association of Information and Referral Services whose members include Red Cross and United Way provided the information in their areas of service.  Those service providers covered between one third and one half of the state for the particular service referrals with which they dealt.  Other agencies provide referrals for the services they offered.  The different agencies areas of coverage overlap and leave gaps.  With a common database individuals will be able to access a statewide directory of services, any of the referral services will be able to access the information, or an association could provide statewide referral services.

This system will help to replace some of the myriad of systems that Resource and Referral providers now are forced to use.  The developer sold one of the systems used by the R&R’s in the state to a company.  The company entered into a process of changing the pricing model for the system.  Instead of treating the State of Iowa as a single site for pricing as the developer had, the company would have begun treating each site separately, thus forcing many R&R facilities into budget crises. That company has since shutdown and the software has been pulled from the market.  There will be no support or upgrade for the system. Many of the R & R’s in Iowa would be forced to expend a great deal of scarce funds to replace their operating systems.  IRN will allow those R&R facilities to expend scarce resources on providing services rather than creating new operating systems and save or redirect many tens of thousands if not a few hundreds of thousands of dollars. 

By creating the partnership that includes some of the groups providing contracted services to state agencies along with the agencies and developing a common system the reporting functions and requirements will be simplified and reduced, thus alleviating some of the overhead costs of providing services.  

The value of this system lies in empowering and enabling people with access to information at any time of day rather than when it is convenient for an office call.  It lies in creating a much more functional and comprehensive system to provide program information for the State of Iowa.  It lies in extending Resource and Referral coverage to parts of the state that are not served now.  It lies in being able to gather information about service usage and better configure programs for Iowans needs.  

The future value of this system will lie in the enhancements being planned to this system.  One enhancement to this system will create a common interface for applying for Human Services programs.  One possible enhancement will provide a statewide three-digit phone number to access resource information.  Eventually this system will be able to give specific geographic information to users on both ends of the system.  Individuals will be able to see where available services are in relation to their location.  Agencies will be able to easily see the distribution of service usage and have improved information for planning service delivery.

In order to evaluate this system we will be able to track attempted usage and successes of resource referrals.  We will be able to track what types of information is requested, what times of day it is requested and what areas of the state receive those requests.  This information will be available for use by agencies to improve and/or redeploy services.  
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