I&A Services

Definitions of Call Types
Information 
An I&A specialist provides information in response to specific inquiries about human services. Inquirers are self-directed, and do not express underlying needs. The information may range from a limited response, such as a phone number or address, to detailed descriptions of programs and services and the conditions under which they are available. NOTE: Billable information calls exclude reception related activities (i.e. calls to, or related to, your agency’s staff, programs, and/or activities).
Referral
An I&A specialist provides referrals as well as information. Referrals involve assessing the needs of a client as openly and non-obtrusively as possible, identifying appropriate resources that meet those needs, and allowing the client to choose from a variety of service options. Inquirers may be aware of their problems in a general way but may need the assistance of an I&A Specialist to define their specific needs and understand potential solutions.

Assistance / Advocacy
Assistance includes activities such as counseling, assessment, problem solving, care coordination, and follow up. When unsure of the available resources of a referral, advocates on caller’s behalf. This helps eliminate making inappropriate referrals. Advocacy is offered on behalf of an individual when, once eligibility is confirmed, services are not being adequately provided or when the individual is unable to obtain a service on their own. 

Referral / Assistance / Advocacy Sub-categories
Follow-up and crisis intervention take place within a billable unit
.
Follow-up

An I&A Specialist conducts follow-up to make sure that vulnerable individuals in difficult circumstances get the help they need. It involves contacting clients, with permission, a few days after the referral, to check on their situation. Did they get the help that they needed? And if not, what needs to be tried? (See Multnomah County Policy for scheduling/conducting follow-up calls).
Crisis intervention

When circumstances warrant, an I&A specialist will also perform crisis intervention to ensure the safety of the client or others. People in crisis include individuals threatening suicide, homicide or assault; victims of domestic abuse or other forms of violence, child abuse/neglect or elder abuse/neglect; sexual assault survivors; runaway youth; people experiencing a psychiatric emergency; chemically dependent people in crisis; and others in distress. (See Multnomah County Policy for handling crisis calls).

� A billable unit is a “unique call record ID”; the billable amount for “Information” calls is ½ that of “Referral” and/or “Assistance”. All data relating to additional calls in/out for advocacy and follow-up will be tracked within the original call record and considered one call for billing purposes. 





