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ADRC STANDARDS FOR APPLICANT AGENCIES
	1.
	STAFF DEVELOPMENT

	At a minimum, the applicant agency will insure the provision of certain core competencies regarding staff’s knowledge base.  The ADRC also recognizes the need for an ongoing commitment on the part of the applicant organization to the development of staff.

	1.1
	Training Manual

	1.1.1.
	The applicant agency will develop a training manual for staff

	1.1.2.
	The training manual will contain all community, state and federal resource information relevant to the aged and disabled consumer.

	1.1.3.
	The training manual will contain protocols for handling different types of callers and their specific needs.  This would include but not be limited to:
a. emergency situations;
b. non- aging inquiries;
c. non-disabled inquiries;
d. referrals to outside programs and agencies; and
e. coordination with local 211 organizations, if applicable.

	1.2.
	AIRS Certification

	1.2.1.
	AIRS certification of all ADRC sites will insure that minimum standards are met and maintained for all applicant sites.

	1.2.2.
	AIRS certification will assist in obtaining uniformity in information and assistance systems.

	1.3.
	CIRS-A and on-going required training

	1.4.
	Technology training

	1.4.1.
	Applicant agency staff will be proficient in managing the IRIS database.

	1.5.
	Customer service skills and training

	1.5.1.
	Certain skills will assist the applicant agency in obtaining quality in services and consumer satisfaction.  At a minimum, the applicant agency will be required to provide the following skills training to staff:
a. listening skills;

b. interviewing skills;

c. crisis counseling;

d. telephone answering skills; and 

e. customer service skills.

	
	

	2. 
	QUALITY ASSURANCE

	The ADRC requires constant analysis of specific core functions to insure an on-going dedication to the provision of quality service and the satisfaction of consumers.

	2.1.
	Follow-up

	2.1.1.
	The applicant agency will develop a method of contacting consumers to insure that their needs were met.

	2.1.2.
	The applicant agency will utilize a standardized tool to insure that results may be reviewed consistently over time.

	2.1.3.
	The applicant agency must develop a method of contacting the client to insure that referrals given were acted upon.

	2.2.
	Airs Accreditation

	2.2.1.
	The applicant agency will apply for accreditation within 6 months of applying for ADRC status.

	2.2.2.
	If unsuccessful, the applicant agency will make the needed adjustments and reapply at the earliest opportunity within the time frame permitted by the accrediting organization.

	2.3
	Customer satisfaction

	2.3.1.
	The applicant agency will develop a method of contacting consumers to insure that their needs were met.

	2.3.2.
	The ADRC expects all applicants to develop a method of securing ongoing customer satisfaction information.

	2.3.3.
	Any information obtained in customer satisfaction surveys must be acted upon, including a plan to correct or improve areas showing significant dissatisfaction.

	2.3.4.
	Any information obtained in customer satisfaction surveys must be acted upon, including a plan to implement suggested changes on the part of consumers.

	2.4.
	Adherence to policies and procedures

	
	The applicant agency will be supplied with standard operating procedures for specific services from the ADRC.

	2.4.1.
	The applicant agency agrees to abide by the policies and procedures provided in order to maintain ADRC status.

	2.5.
	Software

	2.5.1.
	Software, including IRIS will be utilized to track resource information.

	
	

	3. 
	RESOURCE  IDENTIFICATION

	The purpose of the ADRC is to link the consumer to available resources.  Paramount to proper functioning is the initial and ongoing identification of resources that would secure the future of the ADRC.

	3.1.
	Database updated

	3.1.1
	The applicant organization will provide diligent updating of database resource information.

	3.2.
	Library updated

	
	A resource library will be maintained to provide consumers, caregivers, professionals and others with on-site and mailing information. 

	3.2.1.
	The resource library will be available to consumers as well as ADRC staff.

	3.3.
	On-going information

	3.3.1.
	Any information which may be of assistance in serving consumers will be maintained by the applicant agency.

	4.
	INFORMATION MANAGEMENT AND SYSTEMS

	A key element in the successful operation of an ADRC is a commitment to providing and maintaining information management systems.

	4.1.
	IRIS Software

	4.1.1.
	The applicant agency will agree to utilize IRIS software to maintain a resource database.

	4.1.2.
	The IRIS software will be integrated into other ADRC sites for the purpose of providing a statewide network of resource information.

	4.2.
	Reporting requirements

	4.2.1.
	The applicant agency agrees to abide by the ADRC reporting requirements.

	
	Reporting information will be used for the purpose of:
a. upgrading the systems;

b. making recommendations for change or improvement;

c. providing information that would support the operation of the ADRC; and

d. for grant applications and other requests for financial support.

	4.3.
	Phone systems

	4.3.1.
	The applicant agency will provide a phone system that will insure that callers will be responded to in an expeditious manner.

	4.3.2.
	Phone systems will insure that no caller is lost.

	4.3.3.
	The applicant agency agrees to provide adequate staff to manage the volume of calls from consumers.

	
	

	5.
	ADMINISTRATIVE DUTIES

	The proper administration of an ADRC is outlined in these standards.  The applicant agency must accept responsibility for activities that will demonstrate its importance and secure the financial future of the ADRC.

	5.1.
	Grant writing

	5.1.1.
	The applicant agency is encouraged to apply for funding for the purposes of supporting the activities of the ADRC.

	5.1.2.
	Any information that would support grant applications will be shared with other ADRCs statewide, upon request.

	5.2.
	Reporting productivity and trends

	5.2.1.
	The reporting of productivity is required as a means of supporting the activities of the ADRC.

	5.2.2.
	Participation in the reporting of benchmarks will be required of an ADRC.

	5.2.3.
	The recording and maintaining of trends will provide useful information in supporting the activities of the applicant ADRC as well as an established ADRC.

	5.2.4.
	The management of trend information will be used to plan for changes in order to insure the ADRC remains responsive to the changing needs of consumers.


	6.
	SERVICE DELIVERY

	The ADRC seeks to make information and assistance readily available to the aged, disabled population, caregivers and individuals concerned about these populations.  The manner in which the applicant delivers service to the consumer is key to managing accessibility.  The ADRC requires all applicants to adhere to minimum standards for service delivery and accessibility. 

	6.1
	Hours of operation

	6.1.1.
	The applicant agency will maintain standard hours of operation.

	6.1.2.
	Hour of operation will be made known to the community in leaflets, pamphlets, news articles and brochures.

	6.1.3.
	Hours of operation will be shared with other ADRCs statewide.

	6.2
	HIPAA Policy

	6.2.1.
	The applicant agency agrees to protect consumer information in accordance with HIPAA regulations.

	6.2.2.
	The applicant agency agrees to share information with referring agencies only after having obtained consumer permission in accordance with HIPAA regulations.

	6.3
	ADA accessibility

	6.3.1
	The applicant agency agrees that the ADRC facility will be accessible by ADA guidelines.

	
	

	7.
	MARKETING AND OUTREACH

	In order to meet the mission of linking consumers with resources, the ADRC requires applicants to make a commitment to providing information to the public on the availability of services provided.  (See expansion plan for details)


	8.
	INTAKE

	The ADRC requires that applicants will provide the best service to inquirers through thorough intake procedures

	8.1
	Accessibility

	8.1.1
	Applicants will accept inquiries through telephone, walk-in, fax and web contacts and follow through with appropriate intake procedures.

	8.2
	Inquirer Data Collection

	8.2.1.
	Applicants will agree to utilize IRIS software to organize and gather inquirer data in order to garner enough information to help the inquirer address and/or resolve their problems, as well as provide enough information for reports and measures.


	9.
	ASSESSMENT

	Each ADRC will comply with the following assessment standards to make sure that service to the inquirer is thorough, accurate and timely.

	9.1
	Problem Determination

	9.1.1
	After inquirer data is gathered, ADRC applicants will proceed with a thorough assessment to determine the person in need’s unmet needs. 

	9.2
	Telephone Assessment

	9.2.1
	ADRC applicants will make provisions for complete telephone assessments, so when inquirers contacts by telephone, they can receive the comprehensive assessment immediately.

	9.3
	Software

	9.3.1
	Each ADRC applicant will agree to utilize both IRIS and INSITE for the gathering and organization of inquirer assessment information.


	10.
	ELIGIBILITY DETERMINATION

	Each ADRC applicant will provide eligibility determination to help navigate inquirers through the long-term care system by screening the person in need for various assistance programs.

	10.1
	Medicaid Screening

	10.1.2
	Each ADRC applicant will follow the standard operating procedures for Medicaid Screening, as found in the ADRC Training Manual.

	10.2
	In-Home Services

	10.2.1
	Each ADRC applicant will follow the standard operating procedures for In-Home Services, as found in the ADRC Training Manual.

	10.3
	Other Programs and Services

	10.3.1
	Each ADRC applicant will provide accurate eligibility determination for other programs and services. Information from the IRIS resource database will be utilized to provide eligibility criteria for national, state and local programs and services.


	11.
	OPTIONS COUNSELING

	Each ADRC applicant will provide options counseling, so that each inquirer has comprehensive information for making decisions about long-term care.

	11.1
	Options Counseling Determination

	11.1.1
	Each ADRC applicant is required to provide Options Counseling to any inquirer seeking resolution for an unmet need. Options Counseling is a means to empower and educate each individual so they can determine which option suits them best. 

	11.2
	Information Provision

	11.2.1
	After intake, assessment and eligibility determination, each ADRC applicant will provide accurate and pertinent information about general programs and services that might meet the determined unmet needs of the person in need.


	11.3
	Referral Provision

	11.3.1
	Each ADRC applicant will provide the inquirer with at least 3 referrals (if possible) of specific agencies with the programs and services which were previously identified as options of interest for the person in need.

	11.3.2
	Each ADRC applicant will offer referral provision in a variety of formats, including but not limited to: information given over the telephone, printed referral forms from IRIS, brochures and pamphlets.

	11.4
	Advocacy

	11.4.1
	ADRC applicants will empower individuals to advocate for themselves when
trying to obtain needed services.  However, ADRC applicants will intervene 
on behalf of the inquirer/person in need if the following circumstances
occur:
       a) If the individual has been denied benefits or services to which they are
entitled; or
       b) If the individual needs assistance in communicating their need to a 
service provider (which may include, but is not limited to, hearing
impairments, language barriers, cognitive impairments, etc." or;
           c) If an individual has a complaint about a service.
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