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BEFORE THE PUBLIC UTILITIES COMMISSION

OF THE STATE OF CALIFORNIA

	Order Instituting Rulemaking to Implement 2-1-1 Dialing in California.


	Rulemaking 02-01-025

(Filed January 23, 2002)


PETITION OF 2-1-1 CALIFORNIA

FOR MODIFICATION OF DECISION 03-02-029

TO ENABLE ACCESS TO 211-ROUTED INFORMATION AND REFERRAL SERVICES IN COUNTIES AND LOCALITIES WITHOUT EXISTING 211 CENTERS DURING AND IN THE AFTERMATH OF LOCAL DISASTERS

Pursuant to Section 1708 of the California Public Utilities Code and Rule 16.4 of the Rules of Practice and Procedure of the California Public Utilities Commission (hereinafter, “the Commission”), 2-1-1 California (hereinafter, “Petitioner”) hereby submits this Petition for Modification of Decision 03-02-029 (hereinafter, “the Decision”).
  

I. INTRODUCTION

In July 2000, the Federal Communications Commission (“FCC”) designated 211 as the three-digit dialing code for accessing information about and referral to health and human services, including opportunities to volunteer time or make donations.  In February 2003, the Commission issued the Decision establishing regulatory polices and procedures needed to implement 211 dialing, whereby information about and referrals to community social services can be obtained via the 211 abbreviated dialing code.  The Decision (1) sets forth guidelines and procedures for Commission certification of information and referral (I&R) providers as eligible to purchase network telephone service that enable them to receive calls from callers dialing the 211 abbreviated dialing code; (2) requires each I&R provider or each integrated group of I&R providers or Regional Technical Center (collectively, “211 Centers”) to either serve the area of an entire county or to form consortia to serve multiple counties; and (3) requires all local exchange carriers (“LECs”) to provide 211 call origination services at reasonable rates in those territories that are served by certified 211 I&R providers.     

In October 2003, the Commission granted the application of 211 LA County (f.k.a. INFO LINE of Los Angeles)—the first entity in California to submit such an application—for authority to use the 211 abbreviated dialing code to provide I&R service to all of Los Angeles County.
 Subsequently, the Commission granted such authority to I&R services providers that serve, either directly or through cooperative arrangements,  2 of California’s 58 counties.  Four additional applications have been submitted to CPUC for consideration and approval.  If and when those applications are approved, it will bring the total California population with access to 2-1-1 services up to 89%.  However, residents in many counties—mainly those counties located in California’s remotest and sparsely populated regions—will continue to not have access to 211-routed I&R services.

Since the implementation of the 211 dialing program in California, the state’s 211 Centers have provided critical—and in some cases life-saving—I&R services to numerous communities both during and in the immediate aftermath of local disasters.  Unfortunately, the Commission’s current regulations do not clearly provide for 211-routed I&R services in counties and localities that are not connected to a local or regional 211 Center.  This gap in the availability of 211-routed I&R services could have foreseeable negative consequences in terms of California residents that live in non-211 service areas suffering otherwise avoidable harm and hardship during and in the immediate aftermath of local disasters.  
Petitioners therefore request that the Commission modify the Decision to establish policies and regulations that, in the event of local disasters, will (1) enable existing 211 Centers to provide 211-routed I&R service in those counties and localities that currently do not have access to I&R services from existing 211 Centers; and (2) require all providers of local, payphone and cell-phone telecommunications services to provide 211 call origination services at reasonable rates for such areas.  In addition, Petitioners request that the Commission officially recognize 2-1-1 California as the lead entity for purposes of the planning, implementation, coordination and administrative oversight of the provision of 211 I&R services, using the existing authorized 211 network, to residents in non-211 counties during and in the immediate aftermath of local disasters, as further detailed herein.                  
II.
DISCUSSION

A. California’s Existing 211 Centers Provide Critical I&R Services During and in the Aftermath of Local Disasters.

Since its inception, 211 California has been grounded on a vision of an integrated state-wide network of independent call centers that simplifies access to the confusing maze of community social services for those in need – not only in their everyday lives, but particularly during times of disaster. Over the years, the importance of 211-routed I&R services for residents, first responders and relief agencies in communities affected by local disasters has been amply demonstrated.  The following examples of 211 Centers providing critical I&R services during and in the immediate aftermath of natural disasters are taken from the 211 California Progress Report released by 211 California in August 2008 (hereinafter, “the 2008 Report”):

· Following the La Conchita Mudslide disaster of early 2005, 211 Ventura County moved quickly to connect families struggling with the disaster and its aftermath to needed community services; 

· As wild fires scorched large areas of Southern California in the autumn of 2005, 211 Centers in Los Angeles, Ventura, Riverside, Orange and San Diego counties played a significant role in providing up-to-the-minute fire and disaster relief information to affected residents, first responders and relief agencies; 

· During the 2006 heat wave, 211 Centers across the state mobilized to provide citizens with information on where to obtain cool shelter, donated air conditioners and medical assistance;

· During and following the Winter Freeze of 2007, 2-1-1s in Ventura and Riverside counties participated in efforts to give and get help to thousands of families in need of housing, the restoration of utilities and medical assistance.

· During 2008 Louisiana 211 system is overloaded with calls for assistance during Hurricanes Ike and Gustav, and the network turns to 211 CA for surge capacity support.  211s in Los Angeles, San Francisco and San Diego help to respond to close to 10,000 calls from people needing help in the aftermath.  The technology used during this event demonstrates the approach that will be used in California to provide statewide support during disaster regardless of where the disaster strikes.
In the fall of 2007, when devastating wildfires tore through six Southern California counties (commonly referred to as the 2007 Southern California Firestorm), that the of critical role of 211-routed I&R services – and its potential in statewide disaster planning and amelioration – became fully evident:  

In October 2007, as 20 separate wildfires consumed large parts of six Southern California counties, more than 500,000 people were evacuated – and information about evacuations, shelters and road closures changed by the minute.   Over the period of October 21 through October 25, 2007, more than 130,000 calls to 211 Centers were answered in Los Angeles, Riverside, Orange, San Bernardino, San Diego and Ventura counties, an increase of 765 percent over the same period the previous week.  On October 24 alone, the six operating 211 Centers in those counties answered 41,000 calls, with San Diego answering 80 percent of those – comparable to the call volume of a mid-sized call center for an entire year.

All six counties ultimately named disaster areas – Los Angeles, Riverside, Orange, San Bernardino, San Diego and Ventura – were not only equipped with fully operational 2-1-1s at the time of the disaster, but all six were active participants in the 2-1-1 Southern California Collaborative, which, over the years, has emerged as a model of information-sharing and support.


In a report issued in September 2008,
 the Commission expressly recognized the critical role that 211 Centers played in the 2007 Southern California Firestorm.  The following except is from that report: 

Throughout the disaster, 2-1-1 functioned as an interactive communications asset with personnel gathering information from the [Joint Information Center], WebEOC,[
] private sector corporations, and other resources to get information to county officials and to the public. By the end of the fires, 2-1-1 had answered approximately 140,000 calls.

Technology and automation played a major role in the successful response to the fires and delivery of evacuation notifications in San Diego.  Reverse 911, AlertSanDiego, and 2-1-1 allowed the county to quickly notify residents of the need to evacuate and provided other emergency information to the public.

As a key element of the communications network that notified residents of the need to evacuate and provided other emergency information, 211 Centers went beyond providing a useful public service to contribute to the avoidance of injury and death by people in the fires’ paths, i.e., during the disaster, 211 directly helped in saving peoples’ lives.      

B. The Commission’s Existing Regulations Do Not Clearly Authorize Existing 211 Centers to Provide 211-Routed I&R Services in Non-211 Service Areas During and in the Aftermath of Local Disasters.

Under the policies and regulations adopted in the Decision that govern the establishment and operation of 211 Centers, there are no provisions that clearly authorize certified 211 Centers to provide 211-routed I&R service to residents of counties and localities that are not currently connected to a 211 Center.  Also, there are no clear rules governing the responsibilities and obligations of incumbent and competitive providers of local, payphone and cell-phone telecommunications services with regard to the provision of 211 and/or related 8YY connection services for those localities that are not served by certified 211 Centers.  Recent experience such as that during the 2007 Southern California Firestorm demonstrates that this gap in 211-routed I&R services could result in California residents that live in non-211 service areas suffering not only hardship but also physical harm during and in the immediate aftermath of local disasters.

C. The Decision Should Be Modified to Enable Residents of Non-211 Service Areas to Access 211-Routed I&R Services in the Event of Local Disasters or Emergencies.

In order to avoid situations where the unavailability of 211-routed I&R services in areas without a connection to a dedicated 211 Center could result in residents of those areas suffering unnecessary hardship or even physical harm, Petitioner requests that the Decision be modified to: (1) enable existing 211 Centers to provide 211-routed I&R service in those counties and localities that currently do not have access to I&R services from existing 211 Centers; and (2) require all providers of local, payphone and cell-phone telecommunications services to provide 211 call origination services at reasonable rates for such areas. 

Petitioners recommend that this be achieved by the Commission establishing an 8YY number accessing I&R services for residents of counties and localities that currently do not have a dedicated 211-routed I&R service provider.  Carriers should be directed to program their local exchange switches and/or wireless systems to route calls from this 8YY number to a central point (e.g., a Regional Call Center or a contracted telecommunications service provider).  In the event of a local disaster, the calls would be redirected to the existing network of 211 service providers.
  In addition, carriers should be required to provide this call origination service at reasonable rates.  
D. The Commission Should Officially Recognize 2-1-1 California as the Lead Entity for Implementing and Overseeing the Provision of 211-Routed I&R Services to Non-211 County Residents During and in the Aftermath of Local Disasters and Emergencies. 

Petitioners request that the Commission officially recognize 2-1-1 California as the lead entity for the following purposes:

1) Planning and implementation of switch programming for remaining non-211 counties for purposes of enabling 211 dialing during and in the aftermath of disasters and local emergencies.
2) Coordination of multi-county disaster support by the existing network of authorized 211 I&R service providers.
3) Administration and distribution of any state, federal or other funds designated specifically and/or exclusively for use in the expanded 211 activities described in this petition.
4) Oversight for adherence to Commission-mandated service standards of 211 network providers

5) Planning and implementation of statewide 211 coverage in the case of disasters and local emergencies. 
Petitioners submit that the Commission should officially recognize 2-1-1 California as the lead entity for the above purposes for the following reasons:

· There is a demonstrated need to have a single point of coordination and implementation for 211 statewide coverage (i.e., expansion into non-211 counties) to work with the telephone companies in switch programming and call routing.
· There is a demonstrated need to have a single point of coordination during disasters that span multiple counties and/or that occur in counties where there is no Commission authorized 211 provider.
· 2-1-1 California is a partnership (since 2006) of CAIRS and the United Ways of California, whose members represent all of the 2-1-1 Commission authorized providers (either direct 2-1-1 service providers or primary funders).

· 2-1-1 California is already recognized by several State Departments and civic associations as the lead entity for purposes of planning, coordination and contracting purposes (e.g., League of California Cities, California Association of Governments, CALTRANS, CaliforniaVolunteers, CalEMA, and the California Association of Emergency Services).

· The state network of 2-1-1 providers through a Memorandum of Agreement recognize 2-1-1 California to act in the following manner:
· Serve as the lead entity in coordinating and assuring high quality 2-1-1 services;
· Serve as the appropriate organization to solicit, allocate, and manage funding for statewide 2-1-1 activities, distributing federal funds and determining methods for assuring coverage in places not yet served; 
· Enter into negotiations on its behalf in contracting for services that span more than one 2-1-1 center’s coverage area; 
· Implement and monitor AIRS standards agreed to in their Commission authorization and any other state-specific quality guidelines and performance requirements that are developed; and 
· Coordinate network support for disasters in counties without 2-1-1 service providers.
III.
RULE 16.4(d) EXPLANATION

Rule 16.4(d) of the Commission’s Rules of Practice and Procedure provides:

 Except as provided in this subsection, a petition for modification must be filed and served within one year of the effective date of the decision proposed to be modified.  If more than one year has elapsed, the petition must also explain why the petition could not have been presented within one year of the effective date of the decision.  If the Commission determines that the late submission has not been justified, it may on that ground issue a summary denial of the petition.

Petition submits that submission of this petition at this time is justified, notwithstanding the fact that more than a year has passed since the Decision was issued.  After the start of 211-routed I&R services implementation in California, it was expected that 211 coverage would be statewide within a few years.  For many reasons, however, that simply has not happened.  Thus, at present, there is still a sizeable percentage (over 10%) of California residents that do not have access to 211-routed I&R services, with the most vulnerable residents living in rural counties that are sparsely populated and lack the robust I&R services infrastructure that exists in the State’s more heavily populated areas.  The current economic crisis, limited public resources and isolated nature of remaining un-served communities make it necessary for 211 CA to provide leadership in completing the service network. Lastly, the full potential of 211 to provide critical I&R services during local disasters only become fully apparent with technological advances such as those that enabled 211 providers to play key role during 2007 Firestorm.
III.
CONCLUSION


For the foregoing reasons, the Decision should be modified to enable residents of non-211 service areas to access 211-routed I&R services in the event of a local disaster using a dedicated 8YY number established by the Commission, and to officially recognize 2-1-1 California as the lead entity for implementing and overseeing the provision of 211-routed I&R services to residents of non-211 counties in such circumstances.  Recommended modifications to the Decision are set forth in Appendix A attached hereto.
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APPENDIX A

Recommended Modifications to D.03-02-029
[TO BE COMPLETED]       

� 2-1-1 California is the collaborative effort of the California Association of Information and Referral Services (“CAIRS”) and the United Ways of California to implement 211-routed information and referral service throughout California.  CAIRS, a California non-profit corporation, is the only statewide organization dedicated exclusively to serving the needs of professionals involved in the public access to human services and is a regional affiliate of the National Alliance of Information and Referral Systems.  The United Ways of California, a California non-profit corporation, is the state organization for California’s independent United Ways with the mission to build a stronger California by mobilizing our communities' public, private and non-profit sectors through research, civic engagement, public policy advocacy and results based funding to ensure a positive impact in our communities.


� Resolution T-16776.


� [INSERT;  Explanation of 8YY-routed calls as alternative to 211 dialing]


� 2008 Report, Appendix A, pages 10-11.


� 2008 Report, Appendix A, p. 11.


� Communications Division, Communications System Performance During the 2007 Southern California Firestorm, Sept. 2008 (“Firestorm Report”). 


� “WebEOC is a web-enabled crisis information management system and provides secure real-time information sharing for public safety and emergency management officials.”  Firestorm Report, fn. 20. 


� [INSERT;  Explanation of 8YY-routed calls as alternative to 211 dialing]


� In the absence of a local disaster, 211 callers in counties without an authorized 211 provider would receive a recorded message directing them to utilize a toll-free 8YY number to access information about critical State-sponsored programs and the opportunity to speak with a live person who could direct them to the most appropriate social service resource.
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