
 

 

 

 
 

 
NJ 2-1-1 Partnership  
Scope of Services for NJ Office of Emergency Management – NJ Rideshare Program for 

Individuals Impacted by COVID-19 and Tropical Storm Ida  
 
October 1 – December 31, 2021 
 
Overview of NJ 2-1-1  
NJ 2-1-1 Partnership is a statewide, nonprofit information and referral system that is nationally 
accredited, free, confidential, multi-lingual and available 24 hours a day/365 days for individuals 
and families seeking assistance with health and human services. This service is available via 
phone, text, chat and email. Cloud based technology provides flexibility to direct callers to 
specialized agents or locations and is 100% redundant with geographic redundancy. In addition, 
the network connection is also redundant with both FiOS and a 10MB dedicated Ethernet.  
 
NJ 211 maintains an on-line searchable database of over 8,000 services to meet life’s most basic 
needs including housing, food, transportation, healthcare, daycare, utilities and employment. 
The website, www.nj211.org, provides access to our database and a catalog of resource pages 
and assistance guides addressing the top needs of callers.  
 
NJ 211 is a nationally accredited organization following AIRS (Alliance for Information and 
Referral Systems) standards in every aspect of their operation, call protocol and database 
management. A framework for quality assurance and oversight is implemented through review 
of call metrics, call monitoring, coaching, training and client satisfaction surveys. The goal is to 
provide help and hope, in a compassionate and skillful manner, which empowers people to seek 
solutions when it is most needed.  
 
Scope of Services  
NJ 211 will process ride requests from individuals in need of transportation due to the impact of 
COVID-19 and the recent Tropical Storm Ida. A ride request form will be developed and 
accessed via text and the NJ 211 website. Those who are unable to text or apply online can dial 
2-1-1 to speak with a community resource specialist for assistance. Requests will be reviewed to 
ensure applicant meets criteria. Ride coupons, for either Lyft or Uber, will be texted or provided 
to the applicant with instructions on how to redeem. The rides requested and rides distributed 
will be tracked daily.   
 
NJ 211 services include:  
 Text services which include of an SMS short code, messaging with link to the ride request form 

and inbound/outbound text messaging costs.   

 Development of a ride request form to collect necessary information including the cause of their 
transportation need. Applicants will attest to their responses.    

 Prompt in the 211 phone system greeting to easily connect to a specialist 

 



 Live assistance from community resource specialists to complete and submit the ride request 
form for those unable to access form via text or website 

 Create a transportation assistance webpage with ride program information, criteria and access 
to the ride request form; transportation assistance webpage is accessible from the NJ 211 home 
page 

 Review requests and conduct vetting process Monday – Friday; send coupon codes to applicants 
who meet criteria 

 Ride requests require 24-hour advance notice; NJ 211 will respond in 24 hours, Monday – 
Friday; weekend requests will be responded to on Monday 

 Provide daily and/or weekly report of ride distribution 
 

Terms of Payment:  
NJ 211 will submit monthly invoice to NJ OEM for review and approval. Payment is expected 
within 60 days.  
 
NJ 211 Contacts  
Melissa Acree, Executive Director,   
Kevin Donahue, Chief Operating Officer,   
Susan Croce, Chief Financial Officer,  



NJ 2‐1‐1 Partnership

NJ Rideshare Program for Individuals Impacted by COVID19 and Tropical Storm Ida

October 6, 2021 to December 31, 2021

Transportation Costs ‐ Lyft (2,700 round trip rides @ $50/ride) 135,000$        

Transportation Costs ‐ Uber (2,700 round trip rides @ $50/ride) 135,000          

Total Transportation Expenses 270,000          

Program Design & Administration:

Text services Tier 1 SMS shortcode

Inbound / outbound text messaging carriers fees

Website updates

Development of screening tool and translation services

Telephony programming

Live telephone assistance from Community Resource Specialists

Request processing and eligibility review

Reporting and analytics

Total Program Design & Administration Expenses 30,000

Total Program Expenses 300,000$        



       
 

               
 

              
         

        
              

                  
                      
                 

                    
                 

                     
                  

                  
                  
   

   

        
                    

   

  
                    

                  
                   

        

                    
                   

                   
   

                  
                    
               

                 
                      

                          
                  

           

  
  

    
 

  
     

    

   



 
                    

                
               

              
               

     

              
             

   
                    

                   
                  

                 
                

                 
                 

               

    
                 
     

  
                 
                     

                 
            

          

    
                 

          

         
        

              
  

                   
                   

  

                 
                  

     
            

             
                    

   

   
                  

              
                     

                   



                
   

     
                 

          

                   
                      

                   
                   

                   
             

                   
                     

                  

              
                   

                  
                    

                      
                 
                 

                   
                

                    
                   

     

                    
                  

     

                   
                  

                  
                

   

         
               
               

                  
                   

                     
                 

                 
     

                     
                  

                   



                   
   

  
                  

      

   
                    

                    
  

          
                   

               
                

                     
                   

   

         
          

  
               

                

     
              

                  
              

                

       
               
                    

              
                

               
                

      
                

              
              
                 

          
                  

                 
           

                   
                  

               



                
 

               
              

               
               
               

              
                

            
               
                 

         
               

                 
              
      

                 
                  

             
                  

              
               

      
              

            
                

             
                

                 
              

                
    

               
              

              
             

                

  
                 

                 
              

        
                 

                   
      

    
                 
                    

            



                     
                    

                    
                 

      

  

                    
                    

  
                    
                 

  

      
             

                   
               

       

 
                

               
            

                      
           

                   
                  

             

                  
       

   

 
                

                  
                  
              

                 
                   

               

                  
          

                       
                     

                
        



 
                   

                   
                     

                  
                   

                
                   

                   

                   

                  
          

           

                

                
                

              
                  

                
             

                 
           

                 
                  

   

                
     

     

     
    

                  
                   

                  
              

    

    
                 

  
                    

                       
  

     
                         
                     

                    
                  

     

       

                      
                     



                   
        

                 
                

               
                   
                 

                   
               

                
                 
                 
                 

    

   

              
                  
                  

                 
     

   

                     
                

                     
                   

                 
                 

   
  

                
                     

  

                    
               

               

                 
             

                  
                 

                    
     

                   
  

                  
               

 
                

                    
                 



                 
                

        
                   

    

       
                   
         

  

                     

                     
                   

                
             

                   
     

                 
               

                    

                     

          

    
    

                 
                   

              
   

                
                     

              

               
  

                 
               

                 
      

                   
                 

 
                   

  

                    
           

           
                     

                   
           



    
                  

                    
          

 
                  

   
                   
                      

      

    
                

                
                    

                    
                      

                    
    

             
                    
         

                   
  

                  
       

                  
                    

                      
 

                    
 

      

    
                    

   
                   

                   
                    

      

                
  

  
                   
             

  

                   
                   



                  
                     

                  
                   

          

                 

               
                 

                 

                     
                 

                 

          

                   

                  
                 

          
                 

               

               

    
                

                   
                  

                  
                

 

 
                  

                    
               

                  
                     
   

                   

   
                 

                     
                    

       

              
                    

        

          
   

                   
                  

 
            



               
 

              
         

              
     

                
         

    

                   

                  

                
                   

          
                 

            
               

              

       

    
                 

                  
                

               
                    

               
             

      

                   

            

                
          

           
     
    

                
       

  
                  

 

   
                  

                 

             
            

               
             

          
                

               
               



                

    

           

              
            

           
                  

               

       
                 

            
                

               
               
               

                

                

  
                  

                
               

          
                  

        
 

                  
                

         
                  

                 
              

            
                 

                  

                
                

                 
                 
                  

      
                

                
                

                  
              

               
              

     

               
             

                 
               

                
     



               
  

              
           

                
  

           
                 

                  
                

              
               

              

      
                  

                   
                 

                     
               

        

   
               

                
             
                

                                
               

                
                               

            

          
                  

                
  

                
                 

                      
                  

                
                   

                
                  

        
 

           
        

 
     

                   
                    

                 
    

                 
                 

                 
               

                  



                 
              

                
                

               
              

         

                     

                  
             

                 
             
      

              
   

              

  

                  
         

                 
                 

           
  

                 
        

    

                
           

                 
                 

           
  

               

        

        
 

                     
                  

                     
              

                     
                    

               
      

                 
                     

                

      

                   
                     



                   
                  
                 

                 
                    

         

           
   
          
                     

                
                

             
   

                
            

           
      

             
                

                  
                 

   



 

         

       
  

      

          

               

               
                
                

                
              

                
                

              
                
       

                
                 

               
    

                  
                 

                 

              
               

                
    

                
               
                

                  
      

                  
                  

              

                
                   

              
                   

    

                    
      



      

     
             

        
                 

                     
                 
            

 



 

    
       
     

    

 

          

               
               

                
                

                
              

                 
                 

           
                

      

                
                

               
    

           
                 

                  
                 

                 
  

             
                  

                 
                

               
             

                    
               
                

                 
 

     

                   
              

                  
                

                



           
              

              
               

                
               

                
               

                  
            

                    
                   

               

                
              

        

                 

                 
                

     

                
                 

               

                      
               
          

                  
 

            

               
               

             
         

          
               

              
              

             
               

     

                  
               
             

               

                 
               



               

                   
     

                      

                
          

                
              

                
                 

                
                 

              
              

                

                  

              
              

                 
               

      

                  

               
              

                

                  
                  

 

                   
              

  
                

                   
                

      



    

                     
                   

                   
       

                   
                 

                  

           

               
         

              
          

                
            

       
                

        
            

                  
        



       

         

   

  
   

   



    
       

 

          
              

               
             

               
               

               

             

               
             

    

             
      

             
             

  

              
         

              
                

                
               

                  
               

   

                 
                 

                 
               

                 
               

               
              

    

              
                

               
               

                
                

         

  



    
       

 

      

               
             

                  

      

      

                 
            

                
    

    

              
                

            
              

            
                 

  

             
           

             

     

     

  

               
        

           

               
              

         

                   
      

   

                 
             
  

  



    
       

 

                  
                 

   

                
              

              

              

              
                

    

    

                
            

                 
               

  

  

            
               

            
           

         

  

                 
           

              
          

                
              

      

                 
               

              

                
                 

                
              

                  
                 

               
         

   



    
       

 

              
               

             
               

                
              

             
             

                 
                

 

 

                 
              

             
               

               
                 

              
               

                
 

   

                 
               

      
    

 

            
               

              
            

                 
               

           
              

         
              

               

               
               
            

                 
                

                

   



    
       

               
                

                

                
     

              

               

               

              
                  

            
           

             
                

               
             

              
                 

    
            

                 
             

                 
                

                
             

                 
          

         
     

 
              

               
          

             
           

                  
             
               

         

 
              

           
           

              
           

          

   



    
       

 

              

               

                  

            

                
              

                

            

            

                
              

       
              
                

              

                  

             

                  
                  

            

               

             

            

            
         

           

               

            
           

            

              

              

         
        

            
                 

                 
             

             
           

                

                

               
                 

    
                 

               
                

                
                 

             
                
                

        

   



    
       

 

         
  

 
        
              

       
              

               
               

           
          

 
             

      
              

                
   

               
             

             
          

              

              
          

            
             

       
             

         
          

        
            

         
         

          
               

           
 

             
                

           
         

           
        
          

            
            
            

              
            

          

   



    
       

 

  
            

             

 

               

   

               
              
             

   
                   

              
             

                
         

         
         

               

           
               

                   

             
               

                  
                

              
            

             
            

                   
               

                 
                

 
               

          
             

             
            

            
          

           
            

            

   



    
       

 

              

            

               
                

     
               

            
             

             

        
               

               

               

        
                

              

       
               

              
                  

  

              
               

                 

               
          

   

              
               

                 
              

    
           

 
              

 
           

   

                

    

            
             

               
            

   



    
       

 

             

            

              

            

              

       
            

              
              
               

           
          

             

  
                

               

               

             

             
   

               

 

  

            
             

            
               

           

           

               

              
               

              

    
               

              

            

               
 

              
               
           

          
             

              
  

                
              
               

                
                 

                

  



    
       

 

               
                

            
        

               

  

            
                

            

            

                

             
                

 

 
            

              
             

                 
             
    

               
    

                
               

                
             

    
             

         
            

               
         

             
              

              
          

                 
             

             
        

        
      

  



    
       

 

     
              

             
            

              
                

            
               

            

           
   

  
  

           
     

  
  

   

             
              

               
        

              
                   

              
            

             
                

            
              

             
             

             
     
             

             
     
              

             
             

  



    
       

 

      
  

 
   

  

   




