


2-1-1 and Local Health Department Roles and Responsibilities
Local health departments in Michigan can incorporate communication and information sharing processes with their respective 2-1-1 regional call centers throughout the state of Michigan into their specific emergency response plans to provide way to communicate information to the public in emergent situations.  An option also exists for a local health department and 2-1-1 regional call center to enter into a Memorandum of Understanding agreement that more formally outlines the roles and responsibilities of each organization.

To ensure that the communities receive accurate and consistent information in a timely fashion, it is suggested that the following steps be taken:

Local health departments will:
Routine Operations
· Assign a local health department point of contact to communicate with the respective certified resource manager and let 2-1-1 know who that person is.
· Once a year, upon notification from 2-1-1, review organizational/program updates for accuracy and provide any changes, deletions, or additions to 2-1-1 for input into the 2-1-1 databases.
· If organizational/program changes happen in between annual reviews, communicate those changes to the respective certified resource manager.
Public Health Emergencies/Disasters
· Through the activation of the Incident Command System, or through request by the Local Health Department Health Officer, assign a local health department point of contact to communicate with 2-1-1 throughout the course of the emergency (pre, during and post-event).  NOTE: If possible, this assignment can happen pre-event.
· Communicate the name and contact information of the local health department point of contact with 2-1-1.  NOTE: If possible, this communication can happen pre-event.
· The designated local health department point of contact will:
· Notify 2-1-1 when a public health emergency is expected or has taken place.
· Contact their respective 2-1-1 regional call center prior to the community being routed to 2-1-1 for additional information during an event to help the 2-1-1 regional call center determine feasibility of assisting with the response and allow them to guide and shape their tailored response to the incident.
· Provide updated messaging and information to their respective 2-1-1 call center during and after public health emergencies/disasters using pre-determined communication methods during the initial discussion of the incident with 2-1-1.
· Provide situational updates to 2-1-1 during the event that may have an impact on calls being received.
· Coordinate messaging with community partners, when applicable and with reasonable lead-time, throughout the course of the event to ensure consistent messaging is provided to 2-1-1.
· Upon completion of the after-action report, provide 2-1-1 with any relevant feedback or findings that could enhance operations in the future.




2-1-1 regional call centers will:
Routine Operations
· Assign a certified resource manager as the point of contact for each local health department and let the local health department know who that person is.
· Send out correspondence to the local health department point of contact on an annual basis asking for organizational/program updates.  Once received, input program information provided by local health departments into the 2-1-1 databases
Public Health Emergencies/Disasters
· Through activation of the Incident Command System, or through the request of the 2-1-1 Regional Call Center Director, assign a 2-1-1 representative to serve as the point of contact with the local health department throughout the course of an emergency (pre, during, and post event).  NOTE: If possible, this assignment can happen pre-event.
· Communicate the name and contact information of the 2-1-1 representative to the local health department.  NOTE: Where possible, this is preferred to happen pre-event.
· When contacted by a local health department, the assigned 2-1-1 representative will have a discussion with the local health department to ask questions to determine feasibility of assisting with the response and help guide and shape the tailored response to the incident.   Key questions may include:  
· What information needs to be shared with the public?
· What are the recording obligations on our end (e.g., should we capture rumors or only calls)?
· What is the anticipated length of the response?
· During the initial discussion, communication pathways will also be discussed as how best to receive messaging and information from the local health department during the incident.
· Input messaging and information provided by the local health department into the applicable 2-1-1 databases and/or ensure that all 2-1-1 regional call center staff are aware of how to access the information.
· Provide support to local health departments during public health emergencies by communicating referrals and unmet needs for relevant resources to support local and health and human services operations. The regional 2-1-1 center will work to provide this data in an appropriate format and in a timely manner.
· MI 2-1-1 will provide capacity support and technical systems to coordinate data transfer and integration with local health departments
· If applicable, provide a data report to the local health department point of contact after the public health emergency as part of the post-event tasks.
· Upon completion of the after-action report, provide the local health department with any relevant feedback or findings that could enhance operations in the future.

Refer to Utilization of 2-1-1 During Public Health Emergencies document for additional information.



***PLEASE NOTE: This is a DRAFT Template of defined roles and responsibilities of local public health departments and 2-1-1 regional call centers.  All local health departments are encouraged to reach out to their respective 2-1-1 regional call center as part of the pre-planning process and make any necessary changes to this document before inclusion in their plans. (Finalized 2/28/2025)



