ARKANSAS DEPARTMENT OF HUMAN SERVICES
DIVISION OF AGING AND ADULT SERVICES

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

Policy Statement:

Area Agencies on Aging shall 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, including disabled and non-English speaking, socially and economically
disadvantaged older persons, especially minorities, will have reasonably convenient access to
such services. Emphasis shall be on linking available services to isolated older individuals and
older individuals with Alzheimer's disease or related disorders with neurological and organic brain
dysfunction (and the care takers of such individuals). All informational material will be made

available in alternative format upon request.

Purpose:

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 seivices winere necessary or requested.

Scope:

This procedure applies to all area agencies on aging (AAAs) and to their local service providers
with whom they have contracted for Information and Assistance services under the Older
Americans Act of 1965 as amended and/or other funding sources covered by area plans.

General Authority:

Older Americans Act of 1965, as amended.

45 CFR Part 1321.

Americans with Disabilities Act of 1990.

Arkansas Code Annotated Section 25-10-101 et seq.
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DEFINITIONS:

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

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

. Priority Services - Access, In-Home,and Legal Assistance.

V. Information and Assistance (I & A) - (formerly Information & Reférral) a service for older
individuals that:

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

b.. assesses the problems and capacities of the individuals;
Ges 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. serves the entire community of older individuals, particularly (1) older individuals
with greatest social need and (2) older individuals with greatest economic need:;
and

i is part of a continuum of services.

V. Unit of | & A Services - a one-to-one contact provided in verbal or written form.
VL. Information Contact - the provision of specific information in response to an inquiry.

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

VIII.  Follow-up - contact with client, family member or provider to determine if service/benefit
was provided as requested. It is an integral part of client referral.

IX. Assistive Technology - technology, engineering methodologies, or scientific principles
appropriate to meet the needs of, and address the barriers confronted by, older
individuals with functional limitations.
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Access Service

In order to ensure the provision of services in sufficient numbers and with reasonably
convenient access by older persons, the AAA must:

1.

Establish and maintain a centrally located | & A telephone service which has:

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

b. a staff of employees and/or volunteers trained to give accurate information
about services, 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. alist of translators and interpreters available to assist non-English-speaking
and deaf clients in obtaining information about and referral to services, benefits

and other resources for which they are eligible;

e. procedures to protect the confidentiality of information about | & 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 | & A services,
However, the AAA 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 up-dated resource
directory. Please refer to Sec. IV 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 current 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 access to Information 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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b. display current information regarding available programs and benefits,
preferably; on a bulletin board.

c. prominently display the AAA 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 referrals provided to
center participants and other persons by center & agency staff.

4. Document the provision of required annual training for | & 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 current information on the availability of services, benefits and
opportunities for older persons to AAA staff 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.

8. Maintain records of requests for information (by telephone, letter or in person) and a
telephone log of referrals and follow-ups to referrals. A tally sheet of calls and telephone
log of referrals and of follow-ups done is the minimum requirement. It is recommended,

but not required, that the service maintain a record of the type calls 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 referrals 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 Information 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 up-dated resource file;
c. the revision of the area resource directory;

d. assistance in liaison with other agencies providing services and benefits to

- older persons;

€. assistance with the orientation and training of front line telephone workers and
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- AAA service providers in the provision of | & A;
f. assistance with the development of AAA policy and procedures for | & 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 Older Americans Act
Information and Referral developed from the Alliance of Information and Referral Services
and the United Way of America Standards. See Attachment C.

14, Each AAA is requested to integrate the | & 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. If at all
possible, the out-of-state caller should not be asked to call another agency. Follow-up on
these referrals is especially critical for clients whose families live out-of-state.

V. Contracted Services

« An AAA may contract with local service providers to provide | & A services at senior centers or
other sites following the requirements outlined in Section lll. The AAA must assess the
contracted service annually and must require that:

1. the | & A service provider will publicize and coordinate the service as required of the
area agency in Section lll.

2. the provider will meet DHS and DAAS reporting and record keeping requirements.

3. the provider shall develop and maintain written policies and procedures for the
operation of the service, especially for the referral of clients to the AAA 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, interviewing 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 | & A services
shall be subject to the standards for access by older persons found in Section l11.3( a. - d.).

Each RFP and contract for | & A services will contain the above requirements as part of the
. description and scope of work and minimum standards required.
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AAAs contracting for | & A services shall develop written policies and procedures for the
coordination of | & A by its case management, client representation and advocacy staff with its
contracted providers of | & A. The multi-tiered Information and Assistance system should be
carefully monitored for the possibility of barriers to reasonably convenient access to the services
by older persons in the planning and service area. If possible, the AAA should respond to a
simple request for information rather than referring the caller to the provider of | & A services.

V. Assessments

The Division of Aging and Adult Services will assess the Information and Assistance service of
each area agency on aging at least once during an area plan cycle for compliance with the
standards listed in this procedure. See the assessment guide. (Attachment A)



Division of Aging and Adult Services
Information and Assistance Area Agency Assessment

Area Agency on Aging

ATTACHMENT A
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Assessment Date:

Name and Title of Assessor

STANDARDS/CRITERIA

(1) a. The AAA funds Information & Assistance (I & A) Services under the Older Americans Act (OAA) or

has an approved waiver from DAAS to not provide this priority service.

COMMENTS AND/OR CORRECTIVE ACTION REQUIRED

(2) a. The AAA provides the service directly or

contracts with local service providers to provide the service. ( Go to questions 19-23)

oolo

(3) The AAA has a centrally located | & A telephone service which has (Review documentation)

a. widely advertised toll-free and TDD telephone;
b.

a staff of employees and/or volunteers trained to give accurate information about services, benefits and
opportuniities in response to telephone, mail or walk-in inquiries;

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
. alist 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

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

(4) The AAA publishes an up-dated resource directory that is available upon request to any interested
individual 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
services and/or benefits for the elderly in the PSA:

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 upon request.

(5) The AAA requires senior centers and provider agencies to (Review recent assessments):
a. have available a copy of the most recent AAA resource directory and Public Benefits for AR Seniors:

b. display, preferably on a bulletin board, current information regarding programs and benefits;

c. prominently display the AAA toll-free and TDD telephone numbers, identifying these numbers as the
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 referrals provided by staff to participants, etc.

(6) The AAA documents the provision of required annual training for (Review documentation):
a. | & A staff and

b. Provider staff

(7) AAA staff (document who):

a. participate in inter-agency councils, UCRCs & other information sharing orge"

‘jtions and

b. « inate with other agencies providing services, benefits and opportunities . /seniors.




