County of Los Angeles
DEPARTMENT OF PUBLIC SOCIAL SERVICES

12860 CROSSROADS PARKWAY SOUTH - CIiTY OF INDUSTRY, CALIFORNIA 91746
m Tel (562) 908-8400 - Fax (562) 908-0459

3RYCE YOKOMIZO
Jirector Board of Supervisors
GLORIA MOLINA
First District
YVONNE B. BURKE
January 18’ 2005 Second District
ZEV YAROSLAVSKY
Third District
DON KNABE
. Fourth District
The Honorable Board of Supervisors VICHAEL b. ANTONOVICH
County of Los Angeles Fifth District
383 Kenneth Hahn Hall of Administration
500 West Temple Street

Los Angeles, California 90012

Dear Supervisors:

RECOMMENDATION TO APPROVE AMENDMENT NUMBER FIVE
TO MODIFY CONTRACT NUMBER 73391 WITH THE INFORMATION & REFERRAL
FEDERATION OF LOS ANGELES COUNTY (INFO LINE) FOR THE
IMPLEMENTATION OF THE COUNTY’S 2-1-1 CALLING SYSTEM
(ALL DISTRICTS - 3 VOTES)

IT IS RECOMMENDED THAT YOUR BOARD:

1. Approve and instruct the Chairman to sign the attached Amendment Number Five
(Attachment A) to County Agreement Number 73391 with the Information and
Referral Federation of Los Angeles County (INFO LINE) to increase the Total
Maximum Contract Sum by $889,000 to allow INFO LINE to begin transition and
implementation planning for the County’s 2-1-1 calling system effective February
1, 2005, or the day after Board approval, whichever is later. The additional
$889,000 will be funded with 100 percent Net County Cost (NCC) approved by
your Board on September 28, 2004 and included in the FY 2004-05 Adopted
Budget.

2. Approve an appropriation adjustment for FY 2004-05 in the amount of $889,000,
reflecting the transfer of NCC from Provisional Financing Uses (PFU) to the
Department of Public Social Services (DPSS) (Attachment B) to fund expenditures
associated with the implementation of the County’s 2-1-1 calling system.

“To Enrich Lives Through Effective And Caring Service”
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PURPOSE/JUSTIFICATION OF RECOMMENDED ACTION

The current Agreement with INFO LINE provides for the Information and Referral (I&R)
Services Program, which includes I&R services for health and human services resources
in the community, maintenance of the I&R database, toll-free 24-hour Elder Abuse
Hotline, Unincorporated Area Help Line, Employer Call Center Help Line, and the Safely
Surrendered Baby Hotline. The Amendment will ensure the continuation of these
services while beginning implementation of the County’s new 2-1-1 calling system.

On October 16, 2003, INFO LINE was designated by the State’s Public Utilities
Commission as the sole provider for the 2-1-1 line for I&R services within Los Angeles
County. Accordingly, INFO LINE will be the sole-source contractor for the future 2-1-1
agreement that will supersede this agreement upon implementation of 2-1-1. The future
2-1-1 agreement is targeted to be effective no later than July 1, 2005.

Prior to the planned July 1, 2005 launch of 2-1-1, implementation planning, testing and
training will be required. On September 28, 2004, your Board authorized $2 million in
funding to be placed in PFU to ensure the effective implementation of the County’s
2-1-1 1&R system. This Amendment allows for the implementation planning needed for
2-1-1 start-up and incorporates previously approved funds into the current I&R
Agreement.

The I&R Services Agreement’s performance outcomes are based on a minimum of
199,500 annual employee-assisted telephone calls for I&R services and the timely,
annual update of I&R database entries. It should be noted that INFO LINE has far
exceeded the number of calls for the past three years and has updated its database in a
timely manner.

Implementation of Strategic Plan Goals

The recommended actions are consistent with the principles of the Countywide Strategic
Plan Goal #1: Service Excellence - Provide the public with easy access to quality
information and services that are both beneficial and responsive.

FISCAL IMPACT/FINANCING

Amendment Number Five increases the current Total Maximum Contract Sum of the
INFO LINE agreement from $4.5 miillion to $5.4 million. The additional $889,000 will be
funded 100 percent by NCC approved by your Board on September 28, 2004 and does
not result in any increase to DPSS’ share of cost for this Agreement. The $889,000
appropriation adjustment reflects a transfer of NCC from PFU to DPSS to fund
expenditures associated with the implementation of the County’s 2-1-1 calling system.
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FY 2004-05 Adopted Budget includes $2 million in the PFU approved by your Board on
September 28, 2004.

The use of $889,000 under this Amendment will leave a balance of $1.1 million in PFU
funds. The funds are planned for use in FY 2005-06 for full 2-1-1 rollout and would be
included in the future 2-1-1 contract.

The Amendment allows the Contractor to request a one-time advance payment for
Technology Upgrades and Non-Recurring Start-Up costs, not to exceed $689,644. The
Amendment will be in compliance with State regulations and require the Contractor to
reimburse the County for advances prior to the end of the current contract term and to
return to the County any interest gained on these advances. As this advance will not
result in receivables that will be outstanding over one year, they will not have a negative
budgetary impact. The Chief Administrative Office has reviewed this provision and
concurs with our assessment.

FACTS AND PROVISIONS/LEGAL REQUIREMENTS

The Amendment will be effective February 1, 2005, or the day after Board approval,
whichever is later.

The contractor will continue to be paid monthly in arrears for the provision of I&R
Services. The rates are firm fixed for the term of this Agreement with no cost of living
adjustment (COLA) increase.

For costs associated with 2-1-1 implementation, the contractor shall be paid in arrears for
the actual costs incurred with the exception of the one-time advance payment. The
amendment requires INFO LINE to submit verification of these expenses as a condition
for payment authorization. The Amendment limits the County’s obligation to $888,975 for
2-1-1 implementation of costs included in the amendment.

The contractor, INFO LINE, is a non-profit corporation.

All County required standard terms and conditions are included in the current I&R
Agreement.

This Amendment will not result in unauthorized disclosure of confidential information and
will be in full compliance with federal, State and County regulations. The Department has
evaluated and determined that the Living Wage Program (County Code Chapter 2.201)
does not apply to the Agreement.
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The CAOQ concurs with this Amendment, and it has been approved as to form by County
Counsel.

IMPACT ON CURRENT SERVICES (OR PROJECTS)

This Amendment will allow the County to continue to maintain the I&R program. The
approval of this Amendment will not infringe on the role of the County in its relationship to
its residents, and the County’s ability to respond to emergencies will not be impaired.
There is no change in risk exposure to the County.

CONCLUSION

The Executive Officer, Board of Supervisors, is requested to return one adopted,
stamped Board Letter and three original signed copies of the Amendment to the Director
of DPSS.

Respectfully submitted,

T~

Bryce Yokomizo
Director

BY:cc
Enclosures
¢. Chief Administrative Officer

County Counsel
Auditor-Controller
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2-1-1 Information and Referral syster.
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Attachment A

AMENDMENT NUMBER FIVE
TO THE AGREEMENT WITH THE INFORMATION AND REFERRAL FEDERATION
OF LOS ANGELES COUNTY FOR THE IMPLEMENTATION OF THE COUNTY’S
- 2-1-1 CALLING SYSTEM

Number Three, dated June 15, 2004, and Amendment Number Four, dated
September 8, 2004, and further identified as COUNTY Agreement Number 73391

(hereinafter referred to as ‘Agreement”).

Effective February 1, 2005, or the day after the Board of Supervisors approval,
whichever is later, the Agreement is revised as follows:

WHEREAS, COUNTY intends to implement a 2-1-1 calling system to provide an
integrated and easily accessible system for health and human services information and

referral resource to the COUNTY's residents; and

I AGREEMENT, PART v, MAXIMUM AMOUNT, Paragraph 1.0 and 2.0 are
deleted in their entirety and replaced to include costs associated with 2-1-1

implementation as follows:

1.0  COUNTY shalii not be liable for Payment for services provided pursuant to

Contract Contract Contract Contract
Year One Year Two Year Three Year Four

1.1& R Service & $3,637,392 $3,637,392 $3,637,392 $4,098,744
CRIB

2. Elder Abuse $ 218,628 $ 218,628 $ 218,628 $ 256,068
Hotline

3. Employer Call $ 94284 g 94,284 $ 94,284 $ 31,440
Center



2.0

4, Unincorporated‘ $ 167460 $ 129,252 $ 129,252 § 157,608
Area Help Line

S. 2-1-1 Implementation .............cccevueeeeeeeereeeoeoe oo $ 888,975

Maximum Amount For Contract Year One............ooooooone. $4,117,764
Maximum Amount For Contract Year TWO ............ooeooonoon $4,079,556
Maximum Amount For Contract Year Three....................o.o........ $4,079,556
Maximum Amount For Contract Year Four............oooooovoooonn $5,432,835
TOTAL FOUR (4) YEAR MAXIMUM AMOUNT $17,709,711 -

Payments shall not exceed the above Maximum Amounts per contract
year for items one (1) through five (5) herein above, as reflected in
Attachment B-2, Contractor's Budget. CONTRACTOR may not reallocate
funds between the categories of I&R Services and CRIB, Elder Abuse
Hotline, Employer Call Center, Unincorporated Area Help Line and 2-1-1

Implementation.

AGREEMENT, PART VI, INVOICES AND PAYMENTS, is revised as follows:

Section 1.0 is deleted and replaced as follows to reflect changes related to 2-1-1
implementation invoicing. Subsections 1.1 through 1.3 remain in effect.

1.0

COUNTY will pay CONTRACTOR monthly in arrears. The monthly
amount for Items 1 through 4 listed in Part V, Section 1.0 above shall be
firm and fixed for the term of the Agreement and shall be one-twelfth
(1/12th) of the annual Fiscal Year amount for these four services. For
Item § (2-1-1 Implementation), CONTRACTOR shall invoice and COUNTY
shall pay in the manner described in Subparagraph 1.4, hereunder.
COUNTY shall pay CONTRACTOR for the Employee Call Center as
specified in Subparagraph 1.3.2 below and as specified in Attachment A,
Statement of Work and Technical Exhibits.

New Subparagraph 1.4 is added as follows:

1.4

CONTRACTOR costs associated with 2-1-1 implementation shall not
exceed $888,975, as listed in Part V, Section 1.0 above, and reflected in
Attachment B-2, hereunder. Changes to this amount are subject to the
Agreement'’s Part VI, Section 5.0, Changes and Amendments of Terms.
CONTRACTOR costs associated with 2-1-1 implementation shall be
invoiced separately from all other services (items 1 through 4 in
Agreement Part V, Section 1.0) as follows:

1.4.1 CONTRACTOR shall invoice one-fifth (1/5") of the budgeted
Operating Costs for the five-month 2-1-1 implementation period
covered by this Agreement. As noted in Attachment B-2,



“Contractor Budget,” the total amount listed for operating costs is
$199,331. CONTRACTOR shall invoice no more than $39,866.20
per month for these costs.

1.4.2 CONTRACTOR Mmay request a one time advance payment for
“Non-Recurring Start-up” and “Technology Upgrades” not to exceed
$689,644, as listed in Attachment B-2, “Contractor Budget,” under
2-1-1 implementation. CONTRACTOR shall include verification of
incurred ‘costs with their invoice. Verification shall include the
amount of the expense incurred, a detailed explanation of the cost,
and the date the cost was incurred. The COUNTY, at its sole
discretion, shall determine if submitted verification is satisfactory.

The COUNTY shall not be liable for payment of these costs should
they exceed the amounts listed in Attachment B-2. Additionally, the
COUNTY shall not be liable for any costs incurred by the
CONTRACTOR prior to the effective date of this Amendment, nor
after the termination of this Agreement. '

New Subparagraphs 2.3,2.4 and 2.5 are added as follows:
2.3  For costs related to 2-1-1 implementation, CONTRACTOR shall invoice

2.4  Contractor shall submit verification of payment for “Non-Recurring Start-
up” and “T echnology Upgrades” within 15 days of paying for these costs,
All advances must be fully reconciled by June 30, 2005. In the event that

sufficient to recoup the advanced funds, the CONTRACTOR shall pay the
difference to the COUNTY by the 25t of June 2005.

2.5 CONTRACTOR shall comply with all applicable State and County
regulations in regards to interest earned on advances. This shall include
maintaining separate bank accounts for cash advances and returning to

the COUNTY any interest earned on the advances.

AGREEMENT, ATTACHMENT A, STATEMENT OF WORK, New subparagraph
1.1.1 “Transition to 2-1-1 System” is added as follows:

1.1.1 Transition to 2-1-1 System

Upon mutual agreement, COUNTY and CONTRACTOR, may transition to
the 2-1-1 system from the current service of local and toll-free dial-in

numbers to provide 1&R services. To accomplish this transition,



CONTRACTOR will need to hire additional staff, and make technological
upgrades to existing telecommunications infrastructure and equipment.
The additional staff and planned operational efficiencies will allow
CONTRACTOR to answer approximately 400,000 2-1-1 calls per year.

IV. AGREEMENT, ATTACHMENT A, STATEMENT OF WORK, New subparagraph
5.16 is added as follows:

5.16 ADDITIONAL RESPONSIBILITIES ASSOCIATED WITH 2-1-1
IMPLEMENTATION

5.16.1

5.16.2

Switching of Telephone Lines.

Contractor is to have telephone services programmed and
upgraded to provide an interactive voice recognition component
on their telephone menu system. Additional programming will take
place internally to allow the hearing impaired community using
TDD/TTY equipment to have access to the 2-1-1 system.

2-1-1 Quality Control and Reporting

Contractor will record all 2-1-1 calls and place a message
notifying callers that calls may be monitored and recorded.
Contractor will maintain an archive of recorded calls for up to one
year. Contractor will also add caller ID functionality to its phone
system in order to more quickly and effectively handle crisis and/
or suicide calls that need 9-1-1 response.

V. AGREEMENT, PART V, MAXIMUM AMOUNT, New revised Attachment B-2,
(Contractor's Budget, February through June 2005) is added as an attachment

hereto, to reflect the remaining contract period.

All other items and conditions of said Agreement shall remain in full force and

effect.



In witness whereof, the Board of Supervisors of the COUNTY of Los Angeles has

caused this Amendment to be subscribed by the Chair, and the seal of said Board
- hereto affixed and attested by the Executive Officer and Clerk thereof, and

CONTRACTOR has caused this Amendment to be signed by its duly authorized
officer(s), on the day of , 2005.

COUNTY OF LOS ANGELES

By

Chair, Board of Supervisors

Attest:

VIOLET VARONA-LUKENS, Executive Officer
Clerk of the Board of Supervisors
of the County of Los Angeles

By

Deputy

APPROVED AS TO FORM:

RAYMOND G. FORTNER, JR.,
County Counsel

THE INFORMATION AND REFERRAL
FEDERATION OF LOS ANGELES COUNTY

MARIBEL MARIN, Executive Director
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