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JULIEWelcome & HousekeepingEveryone is on mute. Type questions in Chat. IDA staff will present. Have allowed ample time at the end to answer questions. This, and all future trainings will be recorded and placed on IDA website for future reference. And, for AAAs to train new staff. 



Optimization of Older 
Americans Act Se rvices
Let’s begin! 
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Person 
Centered

• Meeting consumer needs
• Supports & empowers client choice

Timely 

• Identify the needs of the consumer
• Link to most appropriate service[s]

Accurate

• High data integrity
• Tell the story [legislatively, potential funders]

Goal: Understand the I&A definition and how to 
implement it for statewide consistency.
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Presentation Notes
JulieDignity of risk. 



YOU CAN ALSO SPLIT YOUR CONTENTTHIS IS A SLIDE TITLE
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▰ Sellers Dorsey –
Consultants

Expanding the  optimal 
core  se rvices and targe t 
populations for Iowa’s 
AAAs/ADRCs to most 
e ffective ly mee ting the  
needs of individuals 
se rved and ensure  
consistent se rvice  
provision statewide . 

▰ IDA 

Provide  required 
training on each OAA 
se rvice . 

Record and place  on 
IDA website  for future  
re fe rence . i.e . new 
employees, re fresher 

Available  for Technical 
Assistance .

▰ Quarte rly 
Conversations

IDA Director and 
applicable  staff mee t 
with AAA Director and 
applicable  staff to 
review data, discuss 
Area Plan goals & 
progress, AAA 
highlights and address 
any concerns.  

Optimization of OAA Services
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OAA Service & Funding Sources
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Available AAA services have been organized in the following three 
broad categories: 

 Information & Service Assistance
 Nutrition & Health Promotion
 Services to Promote Independence

The  organization of these  three  broad categorie s supports e fforts 
for reporting and budge ting. 

Presenter
Presentation Notes
LINDAIn an effort to better organize offering by AAAs…



OAA Services
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Information  & Service Assistance
Allowable IDA Funding Source[s]
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IN TWO OR THREE COLUMNSTHIS IS A SLIDE TITLEGoverning Law and 
Statutory Authority
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Older Americans Act of 1965

Iowa Code

 Title  VI, Chapte rs 231 & 231E

 Iowa Administrative  Code  

State  Plan on Aging

 AAA Area Plans

Reporting Manual
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Services, Definitions & Unit Measures
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Source OAADefinition of Individuals: 60+, 18-59 w/disability, veterans, caregivers or anyone calling on their behalf. ORC: Older Relative Caregiver



Services, Definitions & Unit Measures
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LET’S REVIEW SOME CONCEPTS

What it is? 
A professional service that is 
the first impression of your 
agency/Aging Network.

Supports & empowers client 
choice = Advocacy

Person-centered interview that 
Identifies and meets the needs 
of the consumer.

Links individuals to the most 
appropriate service[s] – at this 
point in time .

Follow-up, when appropriate .

What it is not?
Lists requested not on behalf of a 
consumer. ie . MCO requests a list of 
congregate  meal site s in a county.

RSVPs to AAA events, ie . daily 
Congerate  Meal re se rvations, 
trainings/seminars.

Eve rytime  the  te lephone  rings is not 
necessarily an I&A unit.

These  activite s could be  logged as 
“Information Provided.”

THIS IS A SLIDE TITLEInformation & Assistance
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LET’S REVIEW SOME CONCEPTSTHIS IS A SLIDE TITLEInformation & Assistance
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The art, science and practice of bringing people and services together. 
-- Alliance of Information & Referral Systems [AIRS]

Presenter
Presentation Notes
Individuals have a reason for contacting your agency. They are not always able to clearly state their situation – predicament is complex, serious and sometimes painful. Getting information off the Internet is like getting a drink from the fire hydrant. 



The I&A Process
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Welcome & Rapport: building trust and rapport through active listening

Identify Needs: defining client needs; understand nature & extent of client’s situation; 
probing questions; prioritizing for point-in-time

Clarification: ensure accurate understanding of client’s situation

Information Giving: specific information to a direct request

Referral/Assistance Giving: info/referrals useful and relevant to client needs

Closure: summarize and restate what has occurred; verify client’s understanding
-- Follow-up, if necessary

Presenter
Presentation Notes
Not every interaction moves nicely through this process. Semi-structured, person centered interview that supports & empowers clients access to supportsNot a “hot potato” 



17,805 Consumers
I&A

$1,555,195

24,164 Units
1.4 Units / Per Consumer
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SFY18 

CG & GOAccess Assistance 

2 Units / Per Consumer

$128 / per unit
$246 / per consumer

2,427 Consumers

4,683 Units

$597,886
$64 / per unit

$87 / per consumer

Presenter
Presentation Notes
SHANBroad Statewide OverviewFirst year under one system, helps us look at systems & process to refine….$2,153,081 / annually



USE CHARTS TO EXPLAIN YOUR IDEASTHIS IS A SLIDE TITLEI&A Performance Measures
SFY18
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I&A Performance Measures
Reference Guide
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AND TABLES TO COMPARE DATATHIS IS A SLIDE TITLEService Planning & Evaluation
SFY18
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Purpose:
 Analysis
 Planning
 Service Delivery Strategies
 Reporting
 Targeting [OAA]
 Greatest Economic
 Greatest Social Need
 At Risk for Institutional Placement
 Frail

At a minimum, record the name, zip code, and age or birthdate of the person receiving 
Information and Assistance or EAPA Consultation. As a best practice, collect additional 
consumer information, including but not limited to contact information, gender, race, ethnicity, 
and primary language, as needed to facilitate service delivery and to obtain an unduplicated 
count of Information and Assistance and EAPA Consultation consumers.

Aging & Disability 
Network Consumer 
Intake Fields
Age / DOB
Gender
Minority Status
Primary Language
Rural Status *as 
determined by zip code
Lives Alones
Income
Household Size
Poverty Status
Total IADL
Total ADL
Nutrition Risk Score
Medicaid Status
Food Insecure Q1
Food Insecure Q2

Presenter
Presentation Notes
SHANFY18: 51% of I&A Consumers with an intake. Performance Plan Goal: 90%



Frequently Asked Questions
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What activities occur during I&A? 
Identifying consumer needs and linking to appropriate services at this time, explaining levels of 
assistance available through AAA programs and follow-up when appropriate and necessary. All 
I&A activities should support and empower client choice. Lists of agencies, facilities, etc. 
provided to others on behalf of an individual, are allowed.  

Who do we collect information about -- caller or person being called about?
The caller. Demographic information is not required for professionals, such as social worker, 
MCO, home care agency and will not be counted against missing data for I&A. 

Can I&A be done only on the telephone? 
I&A can occur via telephone, walk-in, e-mail or home visit. There may be instances when AAA 
staff meet with a consumer believing the visit will lead to Options Counseling. After consultation 
with consumer and no assessment is completed (consumer changed their mind/declined or more 
information was provided), this should be coded as I&A. 

Presenter
Presentation Notes
Provided indirectly via website – www.lifelonglinks.org



Frequently Asked Questions
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At what point does an I&A become Options Counseling or EAPA Consultation become EAPA 
Assessment & Intervention? 
Both Options Counseling and EAPA Assessment & Intervention begin when a face-to-face visit 
occurs and the appropriate assessment is conducted. 

When is a call Caregiver Assistance: I&A? 
Caregiver Assistance is provided when the person calling is an “informal provider of in-home or 
community care.” Through thoroughly identifying the caller’s needs and AAA staff have determined 
the caller provides established a caregiving activity, the call can be recorded as Caregiver 
Assistance.  

How do you enter someone's age if Wellsky requires DOB?
If given an age but not a specific DOB you may use a pseudo-DOB (1/1/XXXX). Contact the 
WellSky System Administrator for more details. 

Presenter
Presentation Notes
just “calling for my mom” does not automatically make someone a caregiver; arranging, 



Frequently Asked Questions
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If you do not need information on the person they are calling about "the consumer" then how 
do you know what to tell them about what services that person may be eligible for?
For I&A, “the consumer” is the caller or person on the phone. The caller will disclose what information 
they are seeking. 

If I&A can be done in a home visit and the original intent was to provide OC, but that changes, 
does it still only count as one unit?
Yes. 

Information Provided is part of I&A but those units didn't get included in I&A reporting for 
IFRS units? Yes. 
Then those units would count against us [the 90% goal] because we wouldn't have enough 
information such as name, DOB, zip code.  
Yes. 

Presenter
Presentation Notes
just “calling for my mom” does not automatically make someone a caregiver; arranging, 



Frequently Asked Questions
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If someone calls and doesn't want to share information [anonymous], should we 
categorize those as I&A or Information provided?
Anonymous call may qualify as I&A if it meets the service definition.  

If a call is an Information Provided contact in Wellsky and this unit is not part of 
OAA reporting, how would you suggest that we “pay” for staff time when taking 
these calls?
If the activity is allocable to a service delivery, then time may be allotted to that 
category. If not, this should be categorized as General Administrative costs. 

We have consumers who want to do Options Counseling by phone as they may 
not want us in their home.  Can we still do OC if it is by phone and all forms are 
completed or is it I & A?
If no face-to-face visit is conducted, it should be counted as I&A. If consumers do not 
want AAA staff in their home, they should be encouraged to meet in alternate location 
such as public library, coffee shop, or a mutually agreed upon location. 

Presenter
Presentation Notes
just “calling for my mom” does not automatically make someone a caregiver; arranging, 



THANKS!
Any questions?

Contact Julie Bergeson
(515) 725-3332 or julie.bergeson@iowa.gov

24

Presenter
Presentation Notes
IDA website for future reference


	Information & Assistance Training
	Optimization of Older Americans Act Services
	Goal: Understand the I&A definition and how to implement it for statewide consistency.
	YOU CAN ALSO SPLIT YOUR CONTENT
	Slide Number 5
	OAA Service & Funding Sources
	OAA Services
	Information  & Service Assistance�Allowable IDA Funding Source[s]
	IN TWO OR THREE COLUMNS
	Slide Number 10
	Services, Definitions & Unit Measures
	Services, Definitions & Unit Measures
	LET’S REVIEW SOME CONCEPTS
	LET’S REVIEW SOME CONCEPTS
	Slide Number 15
	17,805 Consumers
	USE CHARTS TO EXPLAIN YOUR IDEAS
	Slide Number 18
	AND TABLES TO COMPARE DATA
	Frequently Asked Questions
	Frequently Asked Questions
	Frequently Asked Questions
	Frequently Asked Questions
	THANKS!

