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Interactive polling slide
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How many years of I&R 
experience?



Who Does I&R?
Agencies offering I&R Services



Information and Referral (I&R) is the art, science 
and practice of bringing people and services 
together. When individuals, families and 
communities don’t know where to turn, I&R is there 
for them. 

AIRS Training Manual 2019

What is I&R?
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Survey: Type of Agency

Interactive polling slide: What type of agency do you work for?



According to AIRS nearly every health and human service 
organization performs some I&R.

These “non-I&R” organizations generally use I&R products such as 
directories and websites to get their information on what programs 
are available in the community.
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Types of I&R Agencies



Organizations and programs dedicated to providing I&R as a distinct 
service include:

• United Ways
• Area Agencies on Aging
• Aging and Disabilities Resource Centers
• Voluntary Action Centers
• Libraries
• Military Family Service/Supports
• Child Care Resource and Referral Services
• Hospitals
• Employee Assistance Programs
• City, County, and State Offices
• Others…
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Types of I&R Agencies



The I&R Process
A Brief Overview
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AIRS Description of I&R Process



AIRS Standard 1: Quality Indicator 1
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Identify themselves and 
their program according 

to…guidelines

Identify themselves and 
their program according 

to…guidelines

Establish Rapport…and 
use active listening skills 
and empathy to discern 
the presenting problem

Establish Rapport…and 
use active listening skills 
and empathy to discern 
the presenting problem

Respond to each inquirer 
in a professional, non-
judgmental, culturally-
appropriate and timely 

manner

Respond to each inquirer 
in a professional, non-
judgmental, culturally-
appropriate and timely 

manner

Use clear language and 
appropriate tone of voice 
and inflection to convey 

empathy and engagement…

Use clear language and 
appropriate tone of voice 
and inflection to convey 

empathy and engagement…

Provide the inquirer with 
various approaches…that 

give a range of options

Provide the inquirer with 
various approaches…that 

give a range of options

Make an accurate 
assessment of 

problems/needs asking 
relevant questions to 

discover info necessary for 
an accurate referral

Make an accurate 
assessment of 

problems/needs asking 
relevant questions to 

discover info necessary for 
an accurate referral

Clarify and confirm the 
inquirer’s need(s) using 

techniques such as 
paraphrasing

Clarify and confirm the 
inquirer’s need(s) using 

techniques such as 
paraphrasing

The specialist must “be 
there” for each and 

every client.  Every call 
is important for the 

person making it

The specialist must “be 
there” for each and 

every client.  Every call 
is important for the 

person making it

Specialists must be able 
to communicate with 

all types of people in all 
types of situations

Specialists must be able 
to communicate with 

all types of people in all 
types of situations



• Active Listening

• Minimal Encouragers

• Reflection

• Prioritizing

• Focus on Feelings

• Empathy

• Support

• Tone

• Personable Approach

• Simplicity

• Effective Pauses

• Steering
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I&R Communication Techniques



THE I&R PROCESS

The I&R process can be divided into at least 
5 basic stages:

AIRS I&R Training Manual 2019
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The 3 C’s 

AIRS Training Manual 2019



• People contact an I&R service because they need help

• They have a reason for contacting the I&R service but are not 
always able to clearly state their situation, especially if their 
predicament is complex, serious or painful

• You must assess the client’s needs in a natural way, through 
active listening and good I&R communication techniques
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Stage 2: Assessment



• Asking questions reveals the client’s situation 
• Open-ended questions help the client share their situation such as 

“How can I help you today?”
• Close-ended questions can extract precise pieces of relevant 

information such as “How old are your children?”
• Probing is a term used in I&R to explore whether the stated reason for 

calling reflects a larger, underlying reason which is the actual cause of 
the problem

• Probing is often done through the asking of ‘second questions’ such as “Tell me 
more about …” 
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Stage 2: Assessment



• Closure is more than saying goodbye

• A good I&R closure confirms the client understands their situation, 
has the referral information provided, is confident of the next steps 
and feels comfortable contacting the I&R service again

• It may determine whether clients follow through with the referrals, 
whether they call back if the referrals don’t work out or whether 
they call again in the future or recommend the service to others
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Stage 5: Closure
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Question????

Who can name the “3 C’s” ?Who can name the “3 C’s” ?



Human Services
What is it anyway?



INTRODUCTION TO HUMAN SERVICES

• I&Rs assess clients and their needs, and 
then determine the services/programs 
(i.e. the human services) that can provide 
the most appropriate help

• Community services, social services and 
health services are all part of ‘human 
services’
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Human Services help people:

• Become more self-sufficient
• Prevent dependency
• Strengthen family relationships
• Support personal and social 

development
• And ensure the well-being of individuals, 

families, groups and communities  

AIRS Standards: Glossary



Human Services provide access to:

• Adequate food, shelter, clothing and 
transportation

• Financial resources to meet their basic 
needs

• Criminal justice and legal services
• Education and employment
• Health and mental health care
• Assistance in times of disaster or other 

emergencies

AIRS Standards: Glossary



• Basic Needs

• Criminal Justice and Legal Services

• Health Care

• Income Support and Employment

• Individual and Family Life

• Other 
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Sectors of Human Services
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Services Activity

Use the Post-it notes to write a 
specific service for each of the 
Sectors of Human Services.

Stick it under the appropriate 
sector.



• Governments
• Government services may be provided at either the federal, state, county or municipal 

(e.g. city or township) levels.

• Nonprofit organizations
• A nonprofit is an organization whose primary function is to fulfill a need or a mission, and 

not the accumulation of a profit to distribute to owners and/or shareholders.

• Faith communities
• A group of people bound together by a shared religion that is generally expressed in a 

setting such as a church, mosque, temple, synagogue or other place of worship.

• Commercial businesses
• Although not the primary source for most I&R referrals, there are certain sectors in which 

services and/or facilities that are operated by commercial businesses are a valid source 
for the choices that can be offered to clients.
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Main Providers of Human Services

AIRS Training Manual 2019



The I&R Assessment
Interactive Tip Sharing



• Practice I&R Communication Techniques

• Treat clients how you would like to be treated

• When possible critique yourself after the fact

• Active listening is very important for a proper assessment

• Asking questions and probing will help you understand the 
presenting need and uncover underlying needs

• Remember you are there to serve the client
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I&R Assessment Tips



• Agencies may have different assessment techniques or 
requirements that are usually built on the foundation of the AIRS 
Standards

• Each contact may require different approaches 

• Every contact will not follow a systematic structure, use your I&R 
skills as a foundation to provide each contact the care that they 
need
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Differs per agency, per contact…
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I&R Assessment Tips

Time to share!Time to share!



Thank you.
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