Summary of the Innovation

Indiana 211’s partnership with the Indiana Department of Workforce Development (DWD)
represents an innovative, system-level approach to connect callers to adult education and
employment supports. By embedding a targeted education-level trigger question within
Indiana 211’s needs assessment and enabling consent-based data sharing through a
secure portal, the partnership allows DWD to proactively engage individuals who may
benefit from adult education services.

This innovation moves beyond traditional referral models by combining real-time data,
informed consent, and coordinated outreach. As a result, Indiana 211 significantly
increased referrals, eliminated unmet need for adult education, and improved outcomes
across multiple employment-related service categories.

Problem / Challenge Addressed

Prior to this innovation, individuals contacting Indiana 211 with education or employment-
related needs often faced fragmented systems, unclear pathways, and limited follow-up.
Adult education referrals relied heavily on caller self-navigation, which resulted in lower
engagement and unmet needs due to barriers such as limited system knowledge,
competing priorities, or lack of direct contact with service providers.

Additionally, workforce and human services data systems operated largely in parallel,
limiting the ability to identify shared clients and coordinate timely outreach. This
fragmentation reduced the effectiveness of referrals and made it difficult to ensure that
callers received the services most aligned with their readiness and goals.

Decision-Making and Implementation Process

The decision-making process was intentional, collaborative, and data informed. Indiana
211 and DWD jointly identified adult education as a critical leverage point for improving
employment outcomes and recognized the opportunity to integrate workforce access
earlier in the 211-engagement process.

Key components of the implementation included:

» Stakeholder engagement: Leadership and operational staff from Indiana 211 and
DWD collaborated to design workflows, define data-sharing protocols, and ensure
compliance with consent and privacy requirements.




« Strategic system design: A trigger question identifying education level was
embedded into Indiana 211’s existing needs assessment, minimizing disruption to
call flow while maximizing actionable insight.

« Consent-based data sharing: With caller consent, information is securely shared
through a portal that allows DWD staff to identify and reach out to individuals
directly.

» Operational alignment: Staff were trained in referral processes and follow-up
procedures to ensure consistent and effective implementation.

« Continuous improvement: Referral data and unmet need metrics were reviewed
regularly to assess performance and refine processes.

Outcome / Impact of the Innovation

The outcomes of this partnership demonstrate significant and sustained impact.
Adult Education Referrals
«  2024:
o 759referrals
o 0.97% unmet need
« 2025:
o 1,813 referrals
o 0% unmetneed

This represents a 139% increase in referrals and the complete elimination of unmet need,
indicating both increased access and successful connection to services.

Employment-Related Referrals

Building on the adult education model, Indiana 211 expanded referrals to include job
placement, job training, pre-employment guidance, ex-offender employment programs,
career counseling, and youth employment programs.




« 2024
o 6,790 referrals

o 7.8% unmetneed

o 8,641 referrals
o 1.7% unmet need

In 2025, unmet needs decreased across every employment-related taxonomy, while career
counseling and youth employment programs were added to the referral network for the first
time, addressing previously unmet service gaps.

Collectively, these outcomes reflect stronger system coordination, improved service
accessibility, and more effective workforce engagement.

Applicability to Other Members

This innovation is highly adaptable and scalable for other 211 organizations and workforce
agencies. Key elements—including trigger questions, consent-based data sharing, and
coordinated outreach—can be implemented using existing needs assessment frameworks
and referral systems. '

The model does not require significant new technology investments and can be
customized to align with local workforce structures and priorities. Its emphasis on
collaboration, data-informed decision-making, and proactive engagement makes it
applicable across diverse communities and service environments.

Other organizations can replicate this approach to strengthen cross-system partnerships,
reduce unmet needs, and improve outcomes for individuals seeking education and
employment pathways.

Supporting Materials
Supporting materials include:

« Datadashboards or referral trend summaries
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