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Subject: R&RT RFP Draft Comments 
 

To whom it may concern:  

The United Way of Pennsylvania, together with PA 211, is pleased to offer comments 

on the draft technical submittal for the procurement of a statewide Resource and 

Referral tool.  

United Ways in Pennsylvania have decades, and in some cases, more than a century of 
experience mobilizing communities to advance the common good.  
 
The United Way of Pennsylvania (UWP) is a 501(c)(3) membership organization for 
these local United Ways, and serves as their voice on state public policy issues related 
to the health, education and financial stability of every person in every community. UWP 
engages and connects local United Ways with resources that will help them address 
their community needs. UWP is also a significant supporter of PA 2-1-1, a service that 
connects Pennsylvanians to resources which address social determinants of health 
every day.  
 
PA 2-1-1, Inc. is a 501(c)(3) organization that offers a simple and easy-to-remember 
three-digit number to connect people to critical services and provide information about 
health, human and community services via a network of seven regions and five contact 
centers throughout Pennsylvania.  
 
PA 2-1-1 has grown to statewide coverage and offers service 24/7/365 via phone, text 
and chat. Each regional contact center serves multiple counties and is under the 
administration of a local lead agency that has been selected to provide 2-1-1 service to 
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those counties. The contact centers serve as hubs for the public, agencies, government 
and businesses in their counties. The contact centers are supported by a 
comprehensive statewide database of community resources that is populated by a 
dedicated database team. United Way and 2-1-1 local relationships offer the unique 
opportunity to leverage our robust data in an integrated statewide technology solution 
offered by Unite Us, which will allow more referral access points and better outcome 
tracking.  
 
United Way of Pennsylvania is located at 20 Erford Road, Suite 215, Lemoyne, PA 
17043. Contact for this RFI response is Kristen Rotz, President. Her direct line is 717-
238-7365 x201 and email krotz@uwp.org.  
 
In addition to the comments below on specific sections of the RFI, we assert that it is 
very important that when the Department releases an RFP for a resource and referral 
coordination tool, DHS needs to define the scope of the service delivery expectations 
for which it is procuring a system purchase. For example, some hospitals and health 
systems have already acquired a solution for a piece of what would be offered in the R 
and R tool. Is this intended to be deployed by all physical and behavioral health MCOs 
and their provider networks? Is the DHS procurement for a tool to serve only the 
Medicaid and/or Medicare-eligible populations, or all Pennsylvanians? An enumeration 
of the focus populations to be served under this procurement will help identify the scope 
of the work.   
 
 
Subsection I-3C 
 
UWP suggests adding some basic categories for offerors to list their prior experience, 
and those categories should reflect tasks which will be essential to the success of this 
project. Otherwise, the offeror’s response may be limited to the technical level, and 
overlook pieces such as community engagement. The offeror should be asked to 
articulate how they or their subcontractors have experience to address the following key 
functions:  

• Managing work plans 

• IT system and support 

• Training system users, including community-based care coordinators and social 
workers, as well as clinicians to connect to community resources 

• Building community networks 
 
 
Subsection I-3D Offeror Personnel 
 
The laying out of specific responsibilities within delineated staff roles may not align well 
with all offerors’ existing roles or structures. DHS should consider outlining only the key 
responsibilities and qualifications required, and allow offerors to propose their own 
structure, including use of subcontractors, to satisfy all of those responsibilities and 
qualifications.   
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Subsection I-3G Subcontractors 
 
Requires education and experience of existing staff for any subcontractors. This section 
should also include a description of basic qualifications an organization will maintain for 
each position so that continuity and strength is assured through staff turnover.   
For a proposal of this scope, it is reasonable to expect that offerors will have numerous 
subcontractors, so it would also be important to outline how the subcontractors will work 
with and report to each other as applicable.  
 
 
Subsection I-4 Training  
 
In addition to training on functionality, technical components and user interfaces, the 
offeror should present a plan for training users who will interact with clients in the field 
how to accurately describe confidentiality considerations, and convince people to 
participate with their protected, personal information.  
 
 
Subsection I-7C Communications Plan 
 
The communications plan criteria should include strategies to communicate with diverse 
populations, including materials in multiple languages, sensitive to different cultural 
experiences and inclusive of marginalized groups such as the LGBTQ community.  
 
 
Section 1-7M R&RT Rollout 
 
The Department has acknowledged that rural access issues will be a challenge, and we 
agree with that from our experience working in communities across the state. However, 
the proposed rollout phases and the organizations to be onboarded do not appear to 
reflect the challenges of rural access. We would recommend that DHS, at a minimum, 
provide flexibility in achieving these onboarding goals. Some insight into the 
methodology which led to the onboarding numbers would also be helpful.  
 
 
Subsection 1-8A Building Community Networks 
 
United Way has done work building the capacity of communities for decades. We know 
that the success of network initiatives hinges on the ability to successfully navigate local 
services and relationships. Offerors may prefer to leverage a local partner who will be 
the change leader, and who will help identify who will be the early adopters, as well as 
to bring on board the lagging adopters. A community lead organization who 
understands where organizational interests intersect with the goals and objectives of the 
resource and referral tool will also be helpful. United Way is one example of how cross-



systems change has been achieved in communities across the state with local 
leadership.  
 
Subsection 9 identifies priority organizations for on-boarding from several service 
categories during the first three months of the onboarding phase for each county. We 
strongly recommend that housing services be added to that priority list.  
 
 
Subsection I-8B Comprehensive Resources Information Database 
 
In addition to the criteria listed in this section, we would suggest that offerors be 
required to address what technological solutions are available to bring other data from 
existing sources into the comprehensive resource information database. This sets an 
expectation that existing data sources will be used to reduce duplication of effort in 
creating a comprehensive community database. For example, PA 211 collects 
community resource data, and works to keep that information updated. But, the 
Pennsylvania Commission on Crime and Delinquency may have information on support 
for justice-involved individuals. How could/ would the PCCD information be migrated to 
the statewide database envisioned for this project via tools such as an API? How would 
the data that PA Early Learning Resource Centers possess to guide families through 
access to child care services and the Child Care Works subsidy be integrated in this 
tool?  
 
The requirement for resource information to be updated monthly, if applied at the 
service level, will increase costs for the project. Another option could be to require 
participating organizations to review and submit updates to their information monthly. 
Yet another option would be to set a requirement that a certain percent of resources in 
each category outlined above are updated on a rotating basis, so that every single 
service in the resources information database is reviewed in rotation bi-annually. PA 
211 currently does a combination of staff review and updates by our database team, 
information gleaned by partners based on their relationships in the community, and 
email requests to agencies to review and submit updates to their own resource 
information. Allowing participating organizations to update their own information should 
be accompanied by a verification process delivered by the offeror which is responsible 
for resource information database deliverables.  
 
We suggest that the resource and referral tool catalogue not only services available, but 
also volunteer opportunities, as an example. All data in the R and R tool should be 
easily mapped for consumers to view where they can access to services. It would also 
be important that the database system is able to identify multiple service locations for 
the same organization. We believe that ultimately the offeror or their subcontractor 
should be expected to come up with service description guidelines so that there is some 
standardization across the state in how resources are listed.   
 
 
Subsection I8F Closed Loop Mechanism 



 
The closed loop mechanism should be required to show not only appointment and 
referral data, but also care outcomes. So, in addition to the appointment information 
listed, the system should accommodate capture and sharing of data which shows what 
intervention occurred. We support the tracking of data on unmet needs, and also point 
out that this information may be useful to organizations who could help address unmet 
needs but may not be part of the referral loop, such as community foundations. So, it 
would be ideal to have a mechanism to share unmet needs data more broadly than the 
network of organizations serving Pennsylvanians directly through the resource and 
referral tool.  
 
 
 Subsection I8H Care Coordination and Case Management 
 
Offerors should be encouraged to outline other tools they might add to their standard 
offering which would make the environment more supportive and engaging for 
community-based organizations and their staff. For example, calculators to show non-
disability households what income eligibility requirements are for public benefits, and 
resources that can help the family make ends meet as they move up the income scale 
toward financial self-sufficiency. These are not currently requirements of the resource 
and referral tool, but would enhance the value of participation in the network.  
 
Thank you for the opportunity to offer comments that will help refine the RFP for the 
resource and referral tool.  
 
Sincerely, 
 
 
Kristen Rotz, President 
United Way of Pennsylvania 
 


