
ARKANSAS DEPARTMENT OF HUMAN SERV:CES
DIViS:ON OFAG:NG AND ADULT SERViCES

Policy: 217.00 lnformation and Assistance Effective: July 1, 1996

Policv Statement:

Area Agencies on Aging shalt provide for the establishment and maintenance of information and
assistance services to older individuals in their planning and service areas as required by the

Older Americans Act of 1965, as amended. These priority services shall be available in sufficient

numbers and provided in an accessible manner to ensure that all older individuals in the planning

and service area, inctuding disabled and non-English speaking, socially and economically
disadvantaged older persons, especially minorities, will have reasonably convenient access to

such services. Emphasis shalt be on linking available services to isolated older individuals and
older individuals with Alzheime/s disease or related disorders with neurological and organic brain
dysfunction (and the care takers of such individuals). All informational materialwill be made
available in altemative format upon request.

Pumose:

To implement requirements of the Older Americans Act that all older persons, particularly the
socially and economically disadvantaged, have reasonably convenient access to information
about the programs, services and benefits for which they are eligible and assistance with referral
to those sei-vices where necessary or rcquested.

Scope:

This procedure applies to all area agencies on aging (AAAs) and to their local service providers
with whom they have confacted for lnformation and Assistance services under the Older
Americans Act of 1965 as amended ancUor otherfunding sources covered by area plans.

General Authorifu:

OlderAmericans Act of 1965, as amended.
45 CFR Part1321.
Americans with Disabilities Act of 1990.
Arkansas Code Annotated Section 2*1O-1O1et seq.
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Y. DEFINtTtONS:

l. Access Services - those services associated with access to services, i.e., transportation,
outreach, information and assistance, and case managemenVctient representation.

ll- Direct Services - services to older persons performed by the area agency rather than
contracted to a local service provider.

lll. Priorifu Services - Access, ln-Home,and LegalAssistance.

lV. lnformation and Assistance (l B A) - (formerly lnformation & Refenal) a service for older
individuals that

a. provides older individuals (and their care takers) with cunent information
about opportuniiies, benefits and services available to the individuals within
their communities, inctuding information relating to assistive technology;

b.. assesses the problems and capacities of the individuals;

c.. links the individuals to the opportunities, benefits and services that are available;

d. to the maximum extent practicable, ensures that the individuals receive the
benefits and services they need and are aware of the opportunities available to
them by establishing adequate follow-up procedures;

e. seryes the entire community of older individuals, particularly (1) older individuals
with greatest social need and (2) older individuals with greatest economic need;
and

f. is part of a continuum of services.

V. Unit of I & A Services - a one.to-one contact provided in verbal or written form.

Vl. lnformation Contact - the provision of specific information in response to an inquiry.

Vll. Referral - contact with a service or benefit provider on behalf of a ctient to ensure
service/benefit delivery.

Vlll- Follow<rp - contact with ctient, family member or provider to determine if service/benefit
was provided as requested. lt is an integr:al part of client refenal.

lX- Assistive Technologv - technology, engineering methodotogies, or scientific principles
appropriate to meet the needs of, and address the baniers confronted by, otder
individuals with functional limitations.
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lll. Access Service

ln order to ensure the provision of services in sufficient numbers and with reasonably
convenient access by older persons, the Ar'vA must:

1. Establish and maintain a centrally located I & A telephone seryice which has:

a. widely advertised toll-free and TDD f[elephone Devices for the Deaf) telephone
number(s);

b. a staff of employees and/or volunteers trained to give accurate information
about seryices, benefits, and available resources through response to telephone,
mail and walk-in inquiries;

c. a continually up-dated resource file of services, benefits and other resources
available to older persons in AAA planning and service area, including the
eligibility requirements for such benefits and services;

d. a list of translators and interpreters available to assist non-English-speaking
and deaf clients in obtaining information about and refenal to services, benefits
and other resources for which they are eligible;

e. procedures to protect the confidentiality of information about I & A clients,
which include the provision of locked files for client information; or

f. the option to contract with a local service provider to provide I & A services,
However, the A/AA must provide widely advertised telephone and TDD access
numbers for complaints and case management, a list of translators and interpreters
to assist the non- English speaking client and a regularly updated resource
directory. Please refer to Sec. lV below for contract requirements.

2. Publish during the first year of the area plan cycle, an up-dated resource directory that
is available upon request to any interested party. A copy of the cunent resource
directory will be placed in each senior center. The resource directory must contain:

a. the names, addresses, and telephone numbers of the agencies and satellite
offices providing services and/or benefits for the elderly in the planning and service
area. The directory should indicate where potential charges may be involved in the
provision of a service.

b. category sections for the most frequently requested types of services: housing,
Social Security, employment, home health, Medicaid, etc.

3. Ensure arcess to lnformation and Assistance services by older persons in the planning
and service area through the requirement that senior centers and provider agencies will:

a. have available a copy of the most recent AAA resource directory and Public
Benefits for Arkansas Seniors for use by program participants;
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preferably; on a bulletin board.

c. prominently display the fuqA toll-free and TDD telephone numbers, identifying
these numbers as the place to call for information about services and benefits not
available at the center or agency; and

d. maintain a tally of information calls and a telephone log of refenals provided to
center participants and other persons by center & agency staff.

4. Document the provision of required annual training for I & A staff and AAA providers.

5. Participate in regional inter-agency councils, Unified Community Resource councils and
other information sharing organizations and coordinate with other agencies providing
services, benefits and opportunities for seniors in the planning and service area.

6. Disseminate cunent information on the availability of services, benefits and
opportunities for older persons le fu{A statf and service providers.

7. Advertise services through local news articles, radio and TV shows, public service
announcements, flyers, speeches to local civic and church groups, and county information
fairs.

-t,/ 8. Maintain records of requests for information (by telephone, letter or in person) and a
telephone log of refenals and follow-ups to referrals. A tally sheet of calls and telephone
Iog of refenals and of follow-ups done is the minimum requirement. lt is recommended,
but not required, that the service maintain a record of the type catls received and of gaps
in services. Sample records are provided in Attachment B.

9. Develop written policies and procedures for the service.

10. Develop and maintain coordinative agreements for inter-agency refenals with
organizations and agencies providing services, opportunities and benefits for older
persons in the planning and service area.

11. Meet DAAS service reporting requirements.

12. Staff the lnformation and Assistance service with trained personnel, preferably a full-
time specialist who will be responsible for:

a. provision of accurate information in verbal or written form;

b. the maintenance of the updated resource file;

c. the revision of the area resource directory;

\/ d. assistance in liaison with other agencies providing services and benefits to
older persons;

e. assistance with the orientation and training of front line telephone workers and
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AAA service providers in the provision of I & A;

f. assistance with the development of AAA policy and procedures for I & A; and

g. if possible, participation in local and statewide professional associations for
professional development and training.

13. Each AAA is encouraged to meet the National Standards for OlderAmericans Act
lnformation and Referral developed from the Alliance of lnformation and Refenal Services
and the United Way of America Standards. See Attachment C.

14. Each AAA is requested to integrate the I & A service into its other services to provide
a continuum of access to services for all older persons as they move from self-sufficiency
to assisted life in the community.

15. Each AAA is requested to develop and utilize a uniform procedure to meet out-of-
state requests for information and assistance from long-distance care givers. lf at all
possible, the out-of-state caller should not be asked to call another agency. Follow-up on
these refenals is especially critical for clients whose families live out-of-state.

lV. Contracted Services

r-, An AAA may contrac{ with local service providers to provide I & A services at senior centers or
other sites following the requirements outlined in Section lll. The Ay'uA musf assess the
contracted service annually and must require that:

1. the I & A service provider will publicize and coordinate fie service as required of the
area agency in Seclion lll.

2. the providerwill meet DHS and DAAS repoding and record keeping requirements.

3. the provider shall develop and maintain written policies and procedures for the
operation of the service, especially for the refenal of clients to the AvAA for targeted case
management, client representation, legal assistance and advocacy services.

4. provider staff will participate in the required annual training provided by the AAA. This
training should include subjects such as cultural awareness, communication with
sensorially deprived older persons, interyiewing techniques as well as services and
benefits available to older persons and the eligibility requirements for the services and
benefits. Documentation of training provided must be on file.

5. the provider who also provides senior center services in addition to I & A services
shall be subject to the standards for access by older persons found in Section lll.3( a. - d.).

Each RFP and contract for I & A services will contain the above requirements as part of the
-_ description and scope of work and minimum standards required.
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Division of Aging and Adult Services
lnformation and Assistance Area Agency Assessment

Al~「ACHMENT A
Page One oF Three

Assessment Date:

Name and Title of Assessor

STANDARDS/CRI丁 ERIA COMMENTS AND′OR CORREC■ VE ACT10N REQUIRED(1) a. The AM funds lnformation & Assistance (l & A) Services under the Older Americ"n= a"t lOnn; *
生      

…
2) a. The AAA provides the service direcily or

b.contracts with l∝ 皇l servte pro宙 ders to the service. ( Go to
3)The AAA has a centrally located l&A telephone service which has(Revlew documenta3on):

a. widely advertised toll-free and TDD telephone;
b. a staff of employees and/or volunteers trained to give accurate information about services, benefits

opportuniities in response to telephone, mail or walk-in inquiries;
c. a continually up-dated resource file of services, benefits and resources available to older persons

in the AAA's planning and service area, including the eligibility requirements for such benefits, etc
d. a list of translators and interpreters available to assist non-English speaking and deaf clients

in obtaining information about and referral to services and benefits and other resources; and
e' procedures to protect the confidentiality of information about I & A clients, which include the provision

of locked files for client information.
4)丁he AAA pub‖shes an up― dated resOurce directory thatis ava‖ able upon requesttO any interested

ind市 idual that is(Obtain a cOpy of the DirectOry):

a. updated during the first year of the area plan cycle;
b. placed in each senior center and provider agency office;
c' contains the names, address and telephone numbers of the agencies & satellite offices providing

seryices and/or benefits for the elderly in the pSA;
d' contains category sections for the most frequently requested types of services (e.g.; housing, Social

Security, employment, Medicaid, etc.) and
e. is available in alternative form

5)TheAMrequiresseniorcentersandprovideragenciesto(Review,ffi-
a' have available a copy of the most recent MA resource directory and Public Benefits for AR Seniors;
b' display, preferably on a bulletin board, current information regarding programs and benefits;

prominently display the AAA toll― free and TDD telephOne numbers,identiFying these numbers as the

the place to callforinformation about services and beneits not ava‖
able atthe center or agencyi and

of referrals

…
The AM documents the provision of required annual training foi lneview documentationL
a. l&Astaffand
b. Provider staff

(7) AAA staff (document who):

Ha‖】匙‖llhttLiXl量裁1瑞:常盤盤雁現露:rξ
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Division of Aging and Adult Services
lnformation and Asslstance Area Agency Assessment

ATTACHMENT A
Page Two of Three

Assessment Date

Name and Title of Assessor

141 nnn staffs the I & A services (review job descriptions & training ;.""rd+
a. Full-time I & ASpecialist;
b. other trained staff (indicate number); and/or
c. trained volunteers (indicate nu

15) I & A job descriptions lndicate that staff duties includ"G;rm;G.',tionx
a. provision of accurate information in verbal or wriften form;
b. maintenance of up-dated resource files:
c. revision of resource directory;
d. assistance in liaison with other agencies;
e. asslstance with orientation & training of

i. AAA front line telephone workers and
ii. providers staff, including senior center directors;

f. assistance with development of I & A policy & procedures;

STANDARDSノCRITERIA COMMENTS AND′ OR CORRECllVE AC■ ON REQUIRED
(8) I & A staff disseminate current information on the availability of services,

benefits and opportunities for older persons to (document method & frequency):
a. other MA staff;
b. service providers; and

9) AAA advertises its services through (document type and frequency):
a. news paper articles;

b. radio shows;

c. TV shows;

d. public seryice announcements;
e. flyers;

f. speeches to local groups, churches and organizations; and
health or information falrs.

10) AAA maintains records of requests for information by phone, tetter a in person by ar"rri"* r""*d,
and record most recent numbers reported):
a. tally sheet or other record of information contacts;
b. log of referrals and follow-ups and

…

胆型蛭型望望呈iVed and gapsin seⅣ tes Юメ
(11) AAA has written policies and pro""orr.. ro'. $'" ."ri"". iR"ri"* ffi
(12) aaa has wriften coordinative agreements with other rg"n"i"r proriuing s"rri""., u"*tit5 ano

for seniors in the area. (Review

10 AAA meets DMS service r

lformation & Referral.

唄
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Division of Aging and Adult Services
lnformation and Assistance Area Agency Assessment

lanCe With t壼 9 termS 01lne contl竪基ェ昼evlew
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ATTACHMENT A
Page Three of Three

Assessment Date

Name and Title of Assessor
COMMENTS AND′ OR CORRECT:VE ACT10N REQUIRED

AAAassessesthel&A

SttANDARDS′CRITERIA
AAA integlates the I & A service into its other services. (Document method

18) AAA has a uniform procedure to meet out-of-state requests for I & A from long-distance care givers.
19) 444 contracts with local service provider(s)) for I & A Services (Review contracts and document the

names, address, telephone #s of the providers

(20) aaa requires I & A providers to (review contract & assessments):
a. publicize the service through:

i. newspaper articles/ads,
ii. radio and TV spots and presentations,

lll. flyers, and

iv. participate in county information and health fairs:
b. meet DHS and DAAS reporting and record keeping requirements;
c. have written policies and procedures for:

i. rec-ord keeping,

ii. reporting,

iii. information giving,

iv. referral to AAA client representation, legal assistance, case management, and
v. follow-up of referrals;

d. participate in training provided through AAA (specify how often provided);
e. meet standards to:

I i. have available the most recent AAA resource directory for participant use,

I ii. display current information regarding available services & benefits,

I iii. prominently display AAA toll-free and TDD telephone numbers which identfy the AAA as the place

I to call about additional services and for complaints;

I f. participate in UCRCs and local inter-agency councils: and
. coordinate with other local agencies in Jeferral for services, benefits, etc.

) AAA maintains access to I & A by providers and participants through (review documentation):
a. maintenance of a well-advertised area wide toll-free telephone and rDD

telephone for referral and complaints;
b. maintenance of a current resource file;
c. maintenance of a current list of translators available to assist the non-English

and deaf clients to understand benefits and access services; and
d. the provision of current copies of the agency resource directory for use by

AAA has written policies and procedures for the I & A service and its integration into the AAA service

Other Comments:

)



Attachment B INFORMATION AND REFERRAL TALLY SHEET
MONTH             YEAR

Page One of Two

TOTALS
y Care (Nearbttl~Day carё

Adu]t Protective Services/phone : 1:ETT=ZEZ:EI-a g
Al-zheimer's support Group (Nearest group contact
Benefits Informatlon: (Local AAA #

3ompJ-aints (Service provider # or AAA l… 800-
CoIImodities (Local #

⊃HS County office (cty ofc #              )
(for Medicaid/Nursing hOme′  Food Stamps′  QMB′ sLMB′ ElderChoices applicati6ns)

器::;ユ:i[ラ員【
S員

五Il:e]_き:[::4::AEEE(::ul:ざ attff:se

rinancial Assistance (Local #           )

ofc#

lome Health:  AAA l-300‐ Or

.n-home,/Persona1 Care,/Hospice See AboveIousing: (Local Housingr Authority #
iousing Assistance (Local sec. B of-T-
regdl Services/ Legal Servicesl-BOO-

tedJ-ald(see DHS county ofc or Application 65+ call Social Securityferi are Supplementfnsurance/Senior fns. Network 1-BOO- g52-54g4
.edj-care C1aims: AR Blue Cross 1-BOO-4BZ-SSZS)
.edicare Question: Soc. Sec 1-80 O-lj2-lZL3)
ursj-ngr Home General Information/ Ofc of Long: Term Care L-6g2-8Agjor AAA Lonqr?erm Care Ombudsman L-793-4500
ursj-ng i{ome Problems,/complaints ombud,sman ReferraTJIAM
urS÷ ng HOme/Alult  ay Care/Res■ dential care Licenses l-682-8464
ursing Home Lists,/Regrulations 682-8424(OfcLTC, Sophie Fraser)

(OLTC chargres for lists, regrulations) -

ualified Medicare Beneficiary fQMet /phone DHS County Office
esj-dential Care/Adult Foster Care/see Adult Day Care 6g2-g46g

ocia■  security/sS1/Phone:1-800-772-1213(or Local #

ュxes: Homestead 682-7250(due Aug。  15)
axpayer Assistance:  682-1100

ransportation/call (Local #

tility Assistance (Local #

〕terans lnfOrmation (Loca■  VA #

:at. rization (Loca1 #

Referals # + Information Ca1ls (above total) : Monthly Total
)TE: RECORD AI,L REFERRALS (your call to an agenoT) ON SEPARATE LOG FORM

い
・・

Ad_こ
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Attachment B Page Two of Two
INFORMAT10N & REFERRAL DAILY TELEPHONE LOG

o Client Name o Dateo Service(s) Requested: " Referred to:

ヽ
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Attachment C Summarv of National Standards for lnformation & Referral Page One of Six

tr{afional Standards for Older Americans Act
Information and Referral Serrrices

Prepared By:

The National I&R Support Center
Natioual Association of State Unirs on Aging

1225 I SEeeL N.W., Suite 725
1ya5hingon, D.C. 20005

202-898-2578

National I&R Support Center Staff

James S. Whaley, Director
A. Beraice Elutchinses, Program Associate

bTTB,ONUCTTON

fhese Starzd.ards yor Oldcr Americotzs Act Information ottd. Referrqtr Seroices
v are desig:aed'uo serve 25 4 $srlnhrnerk anci gide againsl which Older.A.resr:cens Acc

I&R, ser-v:ces are meesr:red- Tirese ste.ndar& represent ihe ideal which I&R
proviiers should sc:ive to acirieve. Tb.ey are Bot, therefore, io be'riewed as minirnunt
sra::.dards. Accor<ijngly, these ee'ere aot ciesig::.ed rbr use by audjiors in financial and
ccmpliance audits of i:e.formation anci Rer'e:ral providers-



Attachmeni C Page Two of Six

,S?}1ii,d.RD,S AT A GI-INCE

Frm.osoprrr STArEIffi.rr

The primary purpose of the older Americer-r s Act Info.,,,ation a-r:.d Refera-l system
and its component state and local information and referral systems a:ed serrices is
to support all older persons and their careg:vers in assessing their needs, ideatifyiag
the most appropriare services to meer their aeeds and li-.kiig the older person a:ed
caregiver to the agencies providing chese serrices. In addition, tbjs information r.,d
referral sysi;em will collect and make avai].able daua to support commu:aity aeeds
assessment a:ed com- u::ity plarrn irrg aciiviiies.

Drrwrrrow oF IlrFoRMAlroN aND Err-ennal

A serv:ce desip.ed 16 ljrrk people in aeed wlth the aporopriaie serrice(s) designed to
glirninaxs or a.lleviate ihai need

Sranvoanns .A.r A Gr-rrvcs

Each standard is listed below for your reference.

L FUNCT1NS oF Tqn I&E SERwcE

The standards in Section I descrrbe the functiors that shall be perform.ed by
the I&R serv-ice.

STANDA.r,D,I.. Cz"rssnrcr TIo N SYSTE M

The I&R serqice sha.Il use a classification systern based on sta:r&rd
serrice terminology to facilitate rebrieval of serrrice information, to
insease the reliabfity of planning &ta, to maks s66par-ison ard
eva.Iuatioo. processes consisient and re]iable, a.nd. to facilitatg 114ti6n r'l
comparisons of data.

SrIilneao 2 RES2TIRCE FD,E

The I&R serrice shall develop, maintain, and use ,..' arcurate, up-to-' date resor:rce 6le that .oot"joo iaformation on available "or.i.rnityresources and that prociuces detailed data on ser'ice prowiders in the
area that are responsive to the nee& of older persons eid their
caregivers.
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STA],IDARDS AT A GI,ANCE

Procedures for checking accuracy of referra'I sources shalI be developed

to avoid liabiliiiT'

Szlrvaa-a-o 3: INQwnsn Dnr-+ Cot'Lzcttox

The I&R serv-ice shall esiablish and use a system of collecting and

orgr.,.,izing l:rqt-,it"t daia for appropriate referra-l a:ad to identify gaps in

serrices'

The I&R seryice shall estabEsh a::d use a sysrematic method of

colleciing aJd org"',i'i',g data that provides support for com.mr:aity

pianning 
"olrriu"l "]fa 

ri.ro"""y. TLis support shall coosist of statistics,

;1ag ,t ^tysis'-r.a tti""'-t d'oc"r:::eniation on serrice use' client

characceristics, r:mer aeeds' gaps' a:od dupiications il. serrices'

STANDARD 5: TRAN'Tr.{G

The I&R ser,rice shal1 provide fo'a ining to paid a:ed volunte'-r staff'

STANDARD 6: PRoMorroN

The I&R serlice shall help establish 43d 6aja!2in a pla::led progra''r'

ofactivitiestoin"r""'"comm'u::iiyawarelr'essofi&Rserwicesaldtbeir
objechives'

ST-4NDA-RD 7: AccESS To SERwcE

Each I&R serv-ice shall conti:rually b-y to help all persons reach the

. irJors.aiion ",=J-r"f"oul 
sersices they oeed as easily as possible'

fr. CI,frI'l.T SERWCE DELMERY FIuJI.CTIONS

Th.estandardsinsectionl]d.esaibeihedeliveryfunctionsessentia.Ifor
providing i"r"r-"ali- r.a i"r"*"r including brief individual.assessment of

need. and. a blend 
"r 

#"r-^ii"o, referral al.d advocate support i:: 6ds1 to link

the older person and caregiver to the appropriate serqice'

V



Attachment C Page Four of Six

S・物 dttDS‐4rtt GLυ
`Cコ

Szx-.vDr-c, 8: INTDRMAToN Grvwc

The I&R serrice shall prowide information about hum"', ser-v-ices to
inquirers. t'his informatiorl carr. rarge fr6m a limitsd response (such as
an lygari2afieds nams, teiephone number and address) to detailed data
about cornm unity service systems (such as ex-olainirg how a group
intake system works for a particular agency), agency policies, aad
procedr:res for application.

,Szl:lDdnD 9: REFEriliaL GrrTr,rc

The I&R ser-i-ice shali provide referral. serv'ices for inquirers. These
consist of assessing the aeeds of the inquirer, evaluaiing appropriate
resources, indicaiing o1gani24f,i6ns cepable of meeting those aeeds,
helping callers for whom serv-ices are unavajlable by locaiiLg alternative
resources, a::.d aciive.ly pariicipating ia linHng the inquirer to needed
seryices.

ST-SNDA.RD 70: FoLLow.UP

I&R serqice 5hnll f6lles-up referal cases to determine the outcome.
Addjtionai assista::.ce in locating or using serw.ices may be Eecessar1r.

,S1?J'|DA-R D 1 7 : An v'xdcVltrmnvE i,trto N

The I&R servrce shall offer advocacy on behalf of a:r iadividual or a
group of individuals when neeCed ser,rices are not being adequately
provided by a.u. organization with in the servjce delivery system-

trf . OacetnztrloNAt- STR.uaaR-E

The standards in Section IIl desqibe the organi2stiqnal stuci:ure under which
a:e I&R ser.rice must operate.

STA.NDARD 72 AUSPISES

The auspices under which the I&R sewice operates shall ensure the
achievement of i&R goais.
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S2留Ⅶ躍認D Iθ=ST―

i&R staff shall be competeat, ethical, qualified, Fnd sufficient innumber
to deliver serrice.

Srl.iaean 14: Vonurtrgnns

The I&R serq-ice shall involve volunteers to enhance the program's
serrrice delivery.

Szirrwa,q]: 15: FwaMcntc

Financing shell be surfi,cient to provide adequai= serrice and
maintaining these siandards and siteria.

Szarrmano 16: Ftcn-nrus

I&R providers shall provide faciliiies which allow the sery-ice to operate
effectively a:ed effr,ciently.

7V. Cmp sntrrw Rruerto wsms

The staadarris included in Section I-y' focus on the responsibiLiiies of the State
Agency on Aging, .Area Agency on Agjng and I&R serrrice to the I&R system-

,Szalrma-ao 17* CoopgRATIvE PRcreRAM Davzzopanrw -Szrzrqs .41\rD Af.EA
Aczwcms

Staties and Area Agencies on Aging have responsibitity to facilitate
coordination of aeing I&R efforts wiih those of the broader I&R system-

Sre-tmaan 178: Coopgntrve PR*RAM Dpvazopaztt't - Itwwmanr,
Pnovnnns

Ara I&R ser"rrice is a part of a:r I&R systea. It shail continually develop
I&R ssrrice programs related to commu:eity aeeds, existing resources,
and the activiiies of other I&R serwices with Area Agencies on Aging.

V
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Sr:.rv:ranir 1& Coopenerwz Dr,ctstolr fuLt_rc,rc

fhe I&R serv'ice shall participate in cooperativb plnnning,
implementation of policies, and sust.ained development of fi:nding
sources with the State Unit on Aging/Area Agarcy on Aging.

Sztrrroa,ca 1* CoopeaarwE FUNmTNAL ARRANGEME?rry

The i&R setwice shal1 establish and maintain for::eal and infonnal
cooperative arangemeats w-ith other I&R se:rrices to minirni2s
duplication and improve serrrice delivery.

,Sz*mta.a.o fr : CmpyparffEAntnuslnerwr pncr;aouans

The I&R serrrice shall use appropriaie arirninisfu-ative procedures to
implement cooperative a:= rn gements.
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Attachment D Page One of One
REFERRAL PATHSiNINFORMAT10N AND ASSiSTANCE SPECTRUM OF SERViCES

INFORMAT10N AND ASSiSTANCE Unlis one to one infomatlon contact orreferral wth follow up

l  info「 mation giving:

By phone/in person - concrete information given verbally.
By letter or verbal request for written materials - information maiied.

2. Referral to an agency/in-house service:
a. Information about eligibiliiy,etc and agency to call is given to clienVcare

giver to make calls on their own.
b. I & A calls on behalf of client after obtaining needed information from

client.

Follow-up of Referrals:
a. Client /Care Giver is asked to call I & A aboui success or problems or
b. I & A checks with client and/or referral agency RE referral.

Referral of I & A call/letter to Client Represeniation or Targeted Case Management when:
a. Multiple refenals are needed - Client Representation
b. Advocacyilegal assistance through AAA needed - Client Rep.
c. Medicaid clients with multiple needs Targeted Case Management
dR Disabled client ies for SSD, needs ino assist - CR
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CLIENT REPRESENTATION Unit is one client per annual report period.
CR should be defined by need for care plan.

1. Refenal received; make telephone call to client to set up appointment.

2. Visit with client to
a. determine economic and social support resources;
b. determine assistance needed;
c. discuss services available and eligibiliiy requirements;
d. set up case plan with client; and
e. get consent form signed.

3 Make referrals on client's behalf or go with client to apply for services/benefits.

4. Coordinate and monitor services and benefits to see that they are satisfactory.

5. . Check with client periodically (at least every 3 months ) to see if additional needs.

6. Revise Care Plan as needed.

\J/ 7. Make referral for legal assistance and/or act as advocate for client at fair

CASE MANAGEMENT Fo‖ow TCM Guidelines for Medicald ciients


