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Follow-Up is defined as making an attempt (currently by phone) to reach someone who
has recently contacted 2-1-1 for information and/or referrals. Follow-Up is done for the
primary purpose of ensuring the person in need has received the services originally
discussed and/or to check on the person’s well-being. Follow-Up requires the person’s
verbal permission as hoted in the 2-1-1 scripts.

Follow-Up is generally considered a one-time event, to be conducted at the inquirer’s
convenience, but is generally done within 1-3 days for immediate concerns and within 7-
10 days for other issues. The critical element is that Follow-Up MUST be conducted
when promised, otherwise 2-1-1's credibility is lost.

Itis expected that a 2-1-1 Specialist will try 3 times to reach someone before registering
the Follow-Up as complete due to the person not being reachable. When a re-schedule
is needed, it is suggested that it be attempted fairly immediately (e.g., the next day the
Specialist works).

FOLLOW-UPS OCCURIN THE FOLLOWING CASES:

e Thereis animmediate health and safety concern. However, the I&R Specialist
has not conferenced in a 3rd party, called 9-1-1, or told the person to dial 9-1-1
with reason to believe the person will do so. Examples: baby has no formula,
older adult has no insulin, older adult high rise has no power, no heat or cooling
in extreme weather when no other plan of action can be suggested and acted
upon.

e Theinquirer has a barrier impacting their ability to understand or follow through
on referrals, the result of which would be detrimental to the inquirer or the
inquirer’s family. Example: inability to read/write, under extreme stress,
functional disability. In these situations, the 2-1-1 Specialist should also consider
advocacy on behalf of the inquirer.

e Giving a referral when the I&R Specialist has doubt it will fit the specific special
situation of the client (using the resource “off-label”). Example: case
management.

e Giving areferral thatis not in the database, but which a supervisor has suggested
or is generally accepted protocol. Example: contacting a pediatrician for baby
formula.



e Thereis aresource availability question or unmet need that has been sent to the
Resource Department for investigation.
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FOLLOW-UPS DO NOT OCCUR IN THE FOLLOWING CASES:

e Iftheinquirer has not provided verbal permission for a follow-up call. Inquirers
have the right to self-determine and make that choice. Contacting someone
without their consent violates 2-1-1’s commitment to confidentiality and
anonymity.

e If conducting a follow-up could jeopardize the inquirer’s safety. The Specialist
must give this careful consideration and discuss potential risks and alternatives
with the inquirer before proceeding (e.g., domestic violence situations).

e [fresources have been provided and the situation does not meet any of the
outlined criteria for when follow-ups occur. Information and Referral (I&R)
Community Resource Navigation Specialists are not case managers and do not
provide ongoing case management services.

SCHEDULING FOLLOW-UP

Use the 2-1-1 script for the language used to request Follow-Up. In Navigate, while still in
the active transaction you wish to set the follow up for, select the “Schedule a Follow-
Up” tab from the top menu bar.

Contact Incomplata
© Standard 211 Call v
3 ZIP Code (44116 | reset
g City Rocky River
§ State OH v Cuyahoga County
Age 50 Gender | (Female v
E Additional Info

e Selecteither Call the Client or Call the

e Enterthe name (clients are not required to give a last name).

e Entertheir preferred phone number; this may not always be what is listed on
caller ID, always verify their preferred call back number.

e Select any services you will be inquiring about during follow-up.

e Select a date thatis mutually agreed upon between you and the client.



e Selecting a time is optional and should be based primarily on the preferences of
the client. It's preferred that Specialists use the more general options such as
“morning,” “afternoon” and “evening.” Picking an exact time is not recommended
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because it is difficult to call exactly when promised.

e Choose a Follow-Up Method.
e Choose the Follow-Up type that best fits the situation.

If you feel you need to schedule an immediate Follow-Up, but you will not be working for
several days, you may schedule the follow up for the Supervisor selecting “211,
Supervisor” from the staff list. Send an email to
211supervisor@unitedwaycleveland.org alerting them of the need for follow-up. Unless
directly instructed by a Supervisor, follow-ups should never be saved for anyone other
than either the Specialist scheduling the follow-up or, as in the situation described in the
prior sentence, 211 Supervisor.

Place notes in the Follow-Up Schedule Note section. Itis in this section that you should

note whether it is acceptable to leave a message. If you are scheduling the follow-up for
the Supervisor to complete, please try to leave as detailed of a description of the client's
situation as possible.

Once the details have been filled in, click on the gold Save Follow-Up button. Note that
the information typed in the Follow Up Schedule Notes area now displays below in the
Assigned Follow Ups area.

To end the transaction, the user must return to the Contact tab. Click on Contact on the
top menu bar to return to the usual screen with the demographic and search fields.



Schedule a Follow-up

®: Follow up with Clent | Suzy Que Phone |(216) 435-2000 et GREATER E[[\'EI_II

senc emal
Follow up with Contact Phane ot
Emal senc emal
Schedule Dat= Follow Up Service List
Schedule Time

am v | OR | (selecttime} v
Follow Up Method
{sedect method)
e Lo Tyre
{select type) v

Fallow Uip Schedule Notes

Assign Staff
Cookson, Candice w

Assigned Follow Ups

ce . (Unmet Meed Under Investination by Research Depl) , Tax Preparation Assistance

hat previous years the resource will help with; they needed help with 2018; the transmittal was sent.

PERFORMING FOLLOW-UP
SCRIPT

Use the 2-1-1 Follow-Up Script for the language used to perform Follow-Up.

TIME OFF THE PHONE

You do not need to notify a supervisor when performing a single Follow-Up. If you need
to do several at a time, please consult the Supervisor. You must place yourself in the
Outbound-Follow-Up state in InContact before placing the Follow-Up call.

RECORDING FOLLOW-UP IN NAVIGATE
To perform Follow-Up in Navigate, you must be in Stand By mode.

e Click onthe top menu tab labeled “Scheduled Follow Ups.”

e Be sure to select the necessary filter options on the left of the screen to locate
the desired Follow-Up transaction. Most notable filters to change are the date
range, the access site and staff.

e Once the appropriate filters are selected, the right side will list the scheduled
follow-ups that meet the filter criteria. Find the desired transaction listed on the
right, click on the blue text with the date and the name of the Specialist to open
the transaction.




Home Caontact ncomplete/Text Contacts Scheduled Follow-ups Previous Contacts

Zlient
Scheduled Follow-ups
Date Range rosat 1 Follow-up matching the search critena
0111772025 1o 02/28/2025 AT @ [T
| Unmet Need Under Investigation by Research Dept.
ADRN Aspl BELM

Tau F N ASSISIANce
- . Ocr. t (216) 436-2000
il er was looking for a placa that could do their 2018 taxes ransmittal sent 10 Resourca 1o sea if this
ocaton wil do 2018 taxos
L craw Uy DARK . 4 o0
L) e CFH AMB
[ HANC HURN
Cuma AED 05!
[WE* ] L reme i
) uwae Ol wwar
Follow Up Type
{select typa} -
Contact Type
{setect contact type) v
Statt
Cookson, Candics ~ | jaElsan
Phone
Caller Name
Client. Name

Search Completed Follow-ups

e The client’s information will be displayed. Use the telephone number listed to
make an outbound call to the client using the telephony application.

e Choose the Follow-Up Action type that best fits

e to call the person back. Choosing the Pending option will require you to re-

schedule the Follow-Up. “Complete” means that you do not need to call the
person back.

Home Contact Perform a Follow-up Contact Activity Client

Perform a Follow-up - 115572

® Follow up with Client | Suzy Que Phone  (216) 436-2000 ext
Email send email
Follow up with Contact Phone ext
Email send email
Date Performed Follow-up Action
02/03/2025 {select action} v
Time Performed {select action}
9:18 am v

Pending - No Answer / Left Message
Follow-up Surveys Pending - Customer Complaint (Supervisor Use Only)
{select data form} v

Pending - VetLine Follow Up
Performed by

Cookson, Candice 53 Complete - Help In Progress

Complete - No Help Available

Complete - No Response From Agency

Complete - Help Received Shve rolowop cancel
Assigned Follow Ups Complete - None Of The Above - Client Action Unnecessary

21312025 afternoon for Cookson, Candice , (Unmet Need Undg Reached
phone Suzy Que at (216) 436-2000 Not Reached
Caller was looking for a place that could do their 2018 taxg

| taxes
Unreachable

If you need to make more referrals, do so within this transaction. While

performing a follow up, you can fluidly move through different tabs in the top
menu. Do not start a new transaction.
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e To end the transaction, be on the Contact tab, as usual, and click on End
Contact.
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