ADRC ADVISORY COMMITTEE MEETING

ROCK COUNTY JOB CENTER
1900 CENTER AVENUE
ROOM H
JANESVILLE, WI 53546

AGENDA

1. Call to Order and Welcome Chairperson Cheryl Drozdowicz
2. Approval of Agenda
3. Citizen Participation
4, ADRC Committee Member Duties*
5. New Business

A. Mission Statement*

B. ADRC Polices & Procedures*

C. Future Agenda Items
D. Future ADRC Committee Packets

6. Statistical Information
7. Committee Member Comments

8. Next Meeting dates —To be held in Room D/E
January 8, 2014

April 2, 2014
July 2,2014
October 1, 2014
9. Adjourn
* Denotes Attachment

Committee Members unable to attend, please contact Jennifer Thompson (Rock County ADRC/LTS) at
741-3684



Mission Statement

The ADRC of Rock County supports older adults, adults with
disabilities, and their caregivers by providing useful
information and assistance connecting people to the services
they need.



Duties

The governing board, committee or commission shall be accountable for
oversight of the Aging and Disability Resource Center and shall have the
following duties at a minimum;:

L.

Develop a mission statement for the Aging and Disability
Resource Center that is consistent with the mission and role
described and the requirements contained in this contract.

Determine the internal structure, policies and procedures of the
Aging and Disability Resource Center, consistent with state
guidelines and local governance structure and with input from
consumers, service providers and other local constituencies.

Recommend hiring of or, if so authorized, hire the Aging and
Disability Resource Center Director.

Develop a budget, monitor expenditures for and oversee the
operations of the Aging and Disability Resource Center. When the
ADRC is operated by a county or tribe, its operations shall be
subject to the county or tribe’s ordinances and the budget.

Ensure that there are no conflicts of interest involving or affecting
the ADRC.

Monitor and ensure the quality of services provided by the Aging
and Disability Resource Center and participate in ADRC and
Department quality assurance activities.

Represent the interests of all target groups served by the Aging and
Disability Resource Center.

. Review ADRC customer complaints and appeals to determine if

there is a need to change the ADRC’s policies and procedures or
otherwise improve performance.

Ensure that the terms of this contract are fulfilled and that fidelity
to the mission of the ADRC is maintained.



10. Analyze and recommend system changes to address the needs of
older people and people with physical or developmental
disabilities for long term care and related services. This includes
the following activities:

a. Annually gather information from consumers, service
providers and other interested persons concerning the
adequacy of long term care services offered in the area
served by the resource center. Provide well-advertised
opportunities for public participation in the board’s
information gathering activities.

b. Identify gaps in services, living arrangements and
community resources needed by individuals belonging to the
target populations served by the ADRC.

c. Review the number and type of grievances and appeals
concerning the long term care system in the area served by
the resource center, to determine if there is a need for system
changes.

d. Identify potential new community resources and sources of
funding for services needed by the ADRC’s target
populations.

e. Report needs analysis findings and recommend strategies for
building local capacity to serve older persons and
individuals with physical or developmental disabilities, as
appropriate, to local elected officials, the regional log term
care advisory committee, the Wisconsin Council on Long
Term Care and the Department.

11. When so directed by the Department, appoint members to the
regional long term care advisory committee.

12. If directed to do so by the county board, assume the duties of the
county long term support planning committee.



Rock County Human Services Department
Policy and Procedure Manual

Section: 600 Long Term Support No. 620
Subject: Customer Service
Title: ADRC Complaint and Grievance Policy
Purpose of Policy rE 4 s 9
To ensure that Aging and Disability Resource Center (ADRC) 9@%@1& County custfifers are able to register
complaints and exercise their due process rights. §
= —
Statement of Policy = %&«
The ADRC shall maintain and implement due process proc : resolve complaints and appeals.
Procedure \4 -
'The ADRC is committed to providing a high 1878k o Servi . Customers of the ADRC have

the right to file a complaint/grievance and excreise 5 if they are dissatisfied with the

service they received. There will be n¢ Jomers who register a complaint
or grievance. Upon learning o£3 e =be available to assist customers with

the filing of the complaint aggrevance: 2Additi ' C staff willGtfer to refer customers to an external

onEm ] = h. ADRC staff will inform customers that they are
o i po-througlithe infGRRML process prior to using the formal process,

Interiril mformal Complafmt —
CustortigiEean make their compiaint verbabyty in writing. The ADRC staff person who learns of the complaint
will docufigithe complaint and = e that d6Cumentation to the ADRC supervisor. The ADRC supervisor will
sitomer. The supervisor will encourage the customer, or the person acting on
encerns or complaints with the ADRC staff person involved and/or their

= staff person will document the complaint, steps toward resolution, and the

fatalilice The complaint will be resolved and communicated to the customer within 10
mpimt. I the customer is not satisfied with the resolution, they will be informed in

final resolution in clié
days of receipt of the
writing of the formal complint process.

Internal Formal Complaint Process:

Formal complaints shall be made in writing within 45 days of the occurrence of the concern, ADRC staff will
provide the customer, or the person acting on the customers behalf, form AD-063 for the putpose of filing a
complaint and inquire if the customer needs assistance with filing the complaint. Customers are allowed to use
their own format for writing their complaint. All complaints must describe the concern and detail what relief is
being sought. The complaint form should be returned to the ADRC office.

The ADRC manager will meet with the customer and any staff named in the complaint. If the complaint is
related to Elderly Benefit Specialist services the ADRC manager will share a copy of the complaint with the




supervising attorney, The manager will attempt to resolve the complaint at this meeting. If that is not possible,
the manager will conduct an investigation of the complaint. The manager will complete the investigation within
10 days, and prepare a written report that includes the finding, as well as recommend steps to resolve the issue, if
any. A copy of the report will be sent to the customer. If the customer agrees to the report and its
recommendations, the complaint will be considered resolved. If the customer is not in agreement with the report
and/or the recommendations, the customer will be informed about the availability of the Formal External
Review process.

External Review Process: :
If the complaint is relating to services provided by the ADRC, the complaisie
Wisconsin Department of Health Services by writing, calling, or emailin ¥ 4
Aging and Disability Resource Center Complaints E & N
Office for Resource Center Development
Division of Long Term Care
Wisconsin department of Health Services
P.O. Box 7851
Madison, WI 53707-7851
Phone: 608-266-2536
Fax: 608-267-3203
E-mail: DHSR CTeam@wisconsin.gov '(Plﬁse indicate *

If the complaint is regarding a finding of furgh finany
customer may appeal to the Office of HearingSaid Appeit

like assistance with the filing of the appeal, and praEide astt

45 days of the receipt of the agency action notice?%':;ﬁ.;?_ﬂ,:gques g

the Division of Hearings and -iEethe Departiigst, ofd
Division of Hearings andAppeals —
P.O. Box 7875 e 4
Madison, WI 5370% 2%
Phone: 608-266-3096% 2.
Fax: 608-264-988

GS i

The ADRC Stiéevisor will keep al
discover trenﬁ%dress areasdig@ding improvement. Information gleaned from complaints will be shared with
staff for the purpo3& BBimprovefiicnt in customer service. The ADRC board members will receive a summary of
complaints, which witkElewellige to identify areas of unmet needs, as well as, areas in need of quality
improvement. -

The ADRC of Rock County will cooperate with any investigations or review of appeals and complaint
investigations conducted by the Wisconsin Department of Health Services, or an external advocacy agency.

(View footer to insert the correct PP number information.)



Written:
By:
Reviewed:
Revised By:
Revised:
Approved:
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Rock County Human Services Department
Policy and Procedure Manual

Section: 600 Long Term Support : No. 621

Subject: Customer Service
Title: ADRC Confidentiality Policy

Purpose of Policy

Establishment of an Aging and Disability Resource€
the confidentiality of its customers.

Statement of Policy

ADRC staﬁ@%m
Understan

attorney for health care to s glease of 1nformat10n form for any confidential record the ADRC is
requesting. The signed releﬂseﬁ( information form shall be kept in the customer’s file. Confidential
information includes information about: a person’s physical or mental health, health care services the
individual has received, and payment for health care services provided to the individual. The customer’s
name, address, birth date, Social Security Number, or other personal identifying information should also
be considered confidential. The ADRC will only use personal information for the purpose of
establishing functional eligibility for long-term care waiver programs, providing health related
information and assistance, options counseling, and benefits counseling to the customer. When
confidential information is being transmitted via email, ADRC staff will utilize the county’s encrypted
email system,

The ADRC may share records that contain personally identifying information concerning customers
who receive services from the ADRC without the customer’s informed consent only when the exchange
of information is necessary, and allowed by federal and state laws. Necessary information may be



shared with a customer’s family, friends, caregivers, and providers involved with the persons care,
unless the customer objects. Information may also be shared with county Waiver agencies, Adult
Protective Services, eldet/ adult at risk agencies, or law enforcement.

ADRC staff will receive an annual training on client records and confidentiality from the Rock County
Human Services, Medial Records Manager. ADRC staff with access to the Long-Term Care Functional
Screen, CARES and other systems that contain confidential client information will be required to sign a
confidentiality statement prior to being given access to these applications, and then annually thereafter.
It is understood that information contained in these applications shall be used only as needed for its
intended purpose.

When ADRC staff become aware of a violation of the confi efiirgiily policy they shall immediately
notify their supervisor. The supervisor will notify admigiitafion of the violation, document the
violation, and work with the staff member to remedy the si@ﬁ%@_%m a violation has occutred, staff

1 informigm that the information is to be
Fokicy with the involved staff
iidential information. The
ends are discovered,

will contact the recipient of the confidential informationsay
destroyed immedfately. The supervisor will reviewztlitonfidentialit
member to ensure they are aware of their respon in maintaining ¢6
supervisor will review the incidents of policy violat
another training session for all ADRC staff will take pla
i
- -
Attachments: %%ﬁ
Rock County Human Services Department L%ﬁg_y AftEp
Rock County Human ServicesBepartment fo o

SRR,




Written: 1/29/13

By: Jennifer Thompson
Reviewed: by ADRC Committee MM/DD/YY
Approved: Management Team MM/DD/YY

Rock County Human Services Department
Policy and Procedures Maw@

Section: 500 Records and Quality Management = No. 530.00
Subject: Confidentiality of Client Records and Informatiéie=>" s

Title: General Policy Statement = =

Professional ethics, as well as Federal regulations and S s, require that c]ien%ation be safeguarded and
used only as authorized by the client or as allowed by la@ =

This policy is written with the understanding y that the client recotdiiselfiFwell as other busTEay records of the
facility, is the property of Rock County. Howe he informatiofigiiElie record is the "property™ of the client to

use to reléi%g,gph information (except as otherwise
40 access afigbfa request correction of the record.

ey .
W r@giease%rmaﬁon to a person or agency
without authorization may ers{ &ct to-didgiplinary a g dicharge ‘c?suspension without pay, a civil suit
or criminal prosecution undgEState or Fedtil law. Ang T Who requests or obtains confidential information
under false pretenses may be'ﬁ%t toa di@_;plinary actid ”?ﬁne or imprisonment under State law.
= =

Any employee of the Rock CougisFlif, icotth

i

The disclosure of ion and the gl Seare sub@ﬁp the policy of the Rock County Human Services
Department g#elfr s e G-Eederal Tesvs and regulations,
All agency .g, Felients or have access to case information are required to treat their

i 18z Lhis requirement is imposed through Federal laws and regulations
and State statutes af nistrative Gode. 1t is al§rthe conviction of administration that maintaining confidentiality
of information is a basfestandard of ourtEefession and that it is one of the most important ways that we can gain the
confidence and trust of (’J@i@nts and thggommunity in general. These policies shall be broadly and liberally
interpreted in favor of confidgatiality of¥eeords and information. ,

g

All department employees, studerfigzWork experience placements, and volunteers involved with clients and/or client
files are required to sign a confidentiality statement (see attached form ADOO07). The statement is presented by the
Human Resources Department when a new employee is hired and the signed form is placed in the employee's file. It
is suggested that the new supervisor review these requirements when an employee transfers into their unit from
another department location.

Maintaining confidentiality involves the high standards of behavior including the following:

1. Discussion of case specifics that include the name or other identifiable information about a client must be
in a setting that affords privacy. Such discussions are not appropriate in locations where they may be
overheard.

2. Case files, reports and all client-related material must be kept in a place that affords reasonable protection
from unauthorized access. Removal of records from the physical confines of the work place is NOT
permitted. In CPS, Juvenile Probation and LTS, limited exceptions may be granted for specific reasons when



absolutely necessary for business purposes and only with the approval of the immediate supervisor (or
designee) acting as authorized by the Division Manager. Records removed from the workplace must be
safeguarded from tampering or unauthorized disclosure and must be returned at the beginning of the next
business day.

3. Release of information regarding a client to another party must be specifically permitted or required by
law or by written informed consent of the client/subject. Generally, consent is required to acknowledge the
fact that a person is a client of the department,

Most department records not related to clients, applicants and recipients are public documents., These include, but are
not limited to, payables and receivables, employee payrolls, purchase of service contracts, foster home licensing
records, state reports that are not recipient-specific, or administrative payrolfiIf there is any question as to whether a
record is a public document, please consult with your supervisor and/or g Eorporation Counsel’s Office,

Director of Records and Quality Management, and the esh.s-’ Support DivisigiManager for economic support
records. For records that do not involve specific clients, fig@stodian is the Diviskize Manager of the unit that

prepared the record.

Refer to policies and procedures numbered 530-531 for addit
information and records. =

REVISED:
REVIEWED:

NOTE: This document replacSEEESD PP 022 which hasBeen deleted.
= : =
e S ,.,.: e T
£ V e, o
= N = o
% = T
IR, R

=
N =
=N =



ROCK COUNTY, JANESVILLE, WISCONSIN

CONFIDENTIALITY UNDERSTANDING

While employed by or affiliated with Rock County, I understand that I will have contact with confidential information related
to clients or employees through written documents (records, ledgers, correspondence, computer printouts), verbal
communications and computer applications (network programs, disks, state or county systems). I am allowed access to
records and information ONLY TO THE EXTENT NEEDED TO PERFORM MY JOB AND ASSIGNED
FUNCTIONS. I will not seek unnecessary information and I will not disclose information without authority,

If it is part of my assigned responsibilities and I have client consent (or other specific legal authority), I may use or
disclosure client-specific information to others with whom I am working, Otherwise, I know that I must not divulge or
disclose information to anyone other than those coworkers who have the "need-to-know.” I will not disclose confidential
information away from work or after the course of my employment with Rock County.

I know that client information is protected by law and I understand that if T have any questions regarding the use or disclosure
of information, I will consult with my supervisor, the custodian of records or Corporation Counsel priot to releasing
information. I will consult my supervisor regarding specific laws and regulations that apply to the use and disclosure of
information in my work unit,

Maintaining confidentiality involves high standards of behavior including the following:

1. Discussion of case specifics that include the name or information that would identify a client must be in a setting
that affords privacy. Such discussions are not appropriate in locations where they may be overheard by the public
or by employees who have no need for the information to do their jobs.

2. Case files, reports and all client-related material must be kept in a place that affords reasonable protection from
unauthorized access. Removal of records from the physical confines of the work place is NOT permitted,

3. Release of information regarding a client to another party must be specifically permitted or required by law or by
written informed consent of the client/subject. Consent is required to acknowledge the fact that a person is a
client.

4. When my assigned responsibilities require me to use or release client-specific information, I will only request or
divulge the minimum amount of information needed to accomplish the required purpose. I will not request or
disclose more information than is reasonably needed.

Understandin

I'have read and understand the above statements. I understand my responsibility to adhere to strict standards of confidentiality
and to respect each client's right to privacy. I know that client information is confidential and the requirements apply equally
and fully regardless of source or format (verbal, paper or electronic).

In addition to the penalties imposed by law, I understand that violation of confidentiality standards will be grounds for
appropriate disciplinary action up to and including termination of employment.

Date Signed By Staff

Employee  Consultant  Student  Other Staff Relationship

Department Affiliation: Developmental Disabilities Board ~ Public Health Health Care Center/Rock Haven
Human Services ~ Other County Department (specify) :

Date Signed By Witness

Original to Signer’s File, Copy to Signer
AD-007 Rev. 3/04/2003 CONFIDENTIALITY UNDERSTANDING



Rock County Human Services Department
Policy and Procedure Manual

Section: 600 Long Term Support No. 618
Subject: Customer Service :
Title: ADRC Conflict of Interest

Purpose of Policy

Establishment of an Aging and Disability Resource Centersf ' i ‘ independence of

attempt to influence customers for the bend Gif=gain, or in“{igainterest of any provider or other

organization. The benefit or interest may be realiarceiveds Spossible. = =,
= P

. P g%mm"""'” -

Procedure %ﬁ% ——
Conflicts with ADRC SatF =
* ADRC staff shaleiiet, engage in dyilor multiple refgHonships with customers or former customers

Examples include, BiiEare not lifiitecs@bnsiness relgiipnships, personal relationships, etc.
e Wm* . ! :,,

; SEEET
ST "W

e e

- 7 Ry
Etar themselves, th%ﬁu’ly, or another person any gift, gratuity, favor,

lezor oth&elliings of monetary value from a customer who has or is seeking services

ict of interegEl§ identified, steps must be taken to eliminate the conflict. The steps taken
‘Beident on {higspecific situation. The customer will be made aware of the conflict and
16801 the conflict. All identified conflicts, and the proposed resolution, will be
documented in SHLIGH report, and submitted to the ADRC supervisor for approval. If the supervisor
does not agree witlethe proposed resolution, he/she will meet with the ADRC staff person and customer
to come to an alternate resolution.

Conflicts with Providers '

o The ADRC will display informational materials regarding programs or services available from specific
providers. No promotional items from long-term care providers will be distributed to customers seeking
long-term care services. ADRC staff will not use any promotional items (pens, paper, etc..) when
Working with customers.




* ADRC staff will not accept gifts or gratuities from long- term care providers,

Conflict with Waiver Programs
¢ The ADRCI & A Specialist will complete the initial LTC-FS to determine a customer’s functional

eligibility for the Waiver programs. If the customer is eligible for a Waiver program, the I & A
Specialist will refer the customer to the appropriate Waiver agency for placement on the wait list. There
may be occasions where the Waiver agency has taken the customer off the st list, completed/updated
the LTC-FS and the results differ from the LTC-FS completed by p? %RC When this occurs a
meeting will be held between the I & A Specialist, who completed '
Waiver agency worker. The expectation is that the meeting vw%m ik
LTC-FS will be completed,

Py ‘“gﬁw
e If a customer requests an I & A Specialist to assist Wiﬁl& : i ith a Waiver agency,
the I & A Specialist will inquire as to whether the ezthe issue through
the Waiver agency’s internal process. If they havedint 5o 1

needed.

Staff Training

Conflict of HilGtest Undcrqtandm%

% =

(View footer to in me corregt EE umber information.)
“'"“‘*"-a—:«% m

Written: (Date document created) (An “Eﬁ'ectlve Date: MM/DD/YY” may be added if needed.)
By: (Person/unit/division who wrote the document,)
Reviewed: (Date the document was reviewed/without revision. Delete if not applicable.)
Revised By: (Use if appropriate. Delete if not needed.)
Revised: (Date the document was revised. Delete if not applicable.)

Approved: (Name of individuals or groups approving the document, MM/DD/YY.)
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Rock County Human Services Department
Policy and Procedure Manual

Section: 600 Long Term Support No. 619
Subject: Customer Service

Title: ADRC Follow-up Policy

Purpose of Policy

Establishment of an Aging and Disability Resource Centef‘ﬁ [ZBRC) poh 10 ensure ADRC st;%?“é providing
information and assistance (I & A) follow-up services. =
Statement of Policy

ADRC staff will provide follow-up to deternn'
additional needs exist. pe—

Procedure

"‘:‘I situations where they question the customers
hé‘xn they have identified that the customer has

o e i"aa"ﬂ is upset, unsure, or overwhelmed with information;
o I &ﬁiE%pmlallst 1dent1ﬁe FEerisis, emergency, or endangering situation;

. Spawialist needed e«a‘;?’a tact collateral contacts;

e 1& A Spdémtist or custg eeds to submit an application;
[ ]

[ ]

L]

I&A Specl%;s dealme=with a new or unfamiliar service or provider;
I&A Spec1all%ucted a home visit;
I & A Specialist récognizes that the basic needs of food, clothes, or shelter as the customers primary
issue;
¢ I & A Specialist has mailed or e-mailed information to the customer.

Follow-up shall be conducted within 3 days of the original contact in urgent cases and within 2 weeks for other
situations. I & A Specialists will use the customer database to identify the customer as needing follow-up, and
document all follow-up related activities. The supervisor will randomly check the database to ensure follow-up
is being done.



Follow-up will not occur in the following situations:
e The customer has told the I & A Specialist to not provide that contact.
e The customer is anonymous.
* The call to the I & A Specialist was brief and specific in nature. (i.e. only wanted a phone number,
directions, etc...)

(View footer to insert the correct PP number information.)

Written: (Dataﬁ_ﬁﬁmnent createdzz@n “Eﬁmﬁ%ate MM/DD/YY” may be added if needed.)
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Revised By: _

Revised: &



Aging and Disability Resource Center of Rock County
Resource Database Inclusion/Exclusion Policy

It is the policy of the Aging and Disability Resource Center (ADRC) of Rock
County to not include resource information on agencies that deny services based
on age, race, religion, color, disability, sex, physical condition, developmental
disability, sexual orientation, marital status, national origin, or any other protected
characteristic.

The ADRC of Rock County provides information and assistance services (I&A)
designed to support older adults, people with disabilities, their caregivers and
families and the general public with access to up-to-date information about
services that are available in their area. The resource database is a tool that
supports the provision of information and assistance services. The purpose of this
policy is to provide a framework for our Information and Assistance program in
the development and maintenance of the resource database in support of the
provision of information and assistance services for the general public.

Organizations such as churches, social clubs, proprietary and professional
organizations that provide services to the general public at large in the areas of
health, mental health, recreation, education, home maintenance, housing,
advocacy; arts and culture, and not-for-profit organizations providing a community
service, or charge fees on a sliding fee scale according to income are welcome

~ additions to our database. Government agencies that provide services in these areas

may also be included as well as programs that are provided by, funded by, or
licensed by a federal, state or local government agency. However, no attempt will
be made to list all governmental agencies or departments. For-profit organizations
based upon uniqueness of service, lack of comparable services available through
not-for-profit agencies/groups and degree of need for the services and the level of
subsidized services available are also considered on an individual basis. Programs

- that are non-traditional in nature, such as self-help/support groups, may also be

included. Information readily available or compiled by another agency or source
may not be included in the database.

The ADRC of Rock County reserves the right to edit information to meet format,
guidelines, and space requirements. If space does not allow, the ADRC of Rock
County may choose not to include a program if it is not closely related to the
purposes above or is not located in Rock County. The only exceptions will be
agencies/businesses with a corporate address outside of Rock County but who do a
substantial business in this County, and agencies/businesses who provide a unique



service otherwise not available in Rock County. The ADRC of Rock County will
exclude, from the resource database, agencies that have been found to be in
violation of municipal, state, or federal laws or regulations and have been excluded
from providing service under required licensure or certification. In addition, in-
home care agencies not licensed or regulated by the State of Wisconsin with an
owrer, administrator, or direct care employee who has been convicted of any
offenses listed in the Wisconsin Administrative Code, Chapter DHS 12, Caregiver
Background Checks, Table 12.115 will be excluded from the resource database.
The database may be made available to agencies included in the database as well
as other human service professionals and agencies, police departments, libraries,
-and the general public. This information is available to the community at large
through the ADRC of Rock County web site.

Inclusion in the database is a privilege, not a right and an organization may be
denied inclusion. An excluded organization may request reconsideration of a
decision to deny inclusion in a database. The request for reconsideration shall be
submitted to the ADRC of Rock County.

Disclaimer: Inclusion does not imply endorsement and omission does not
indicate disapproval. The ADRC of Rock County assumes no responsibility
regarding the quality of services of agencies and programs in the Information
and Assistance Resource Database,



Rock County Human Services Department
Policy and Procedure Manual

Section: 600 Long Term Support No. 622
Subject: - Customer Service %M%m
Title:

linked to public and private programs and benefits to "3%, ‘ g = 1t1ed and/or ehgxble mcludmg
access to mental health and substance abuse ¢ services,
Statement of Policy | w%%
kN
ADRC staff will assist customers access publ N
Procedure - N £ ==
S -

S0t accessmg "@grams sef¥ages, or benefits is confusing to many individuals.
Hiezassistance to i Agg%stomers ha angedifficulty nawgahng the process. The ADRC
Information and Asstaaise (I & 1 Sheeialist ek

which fhmr customers % agk

Towledge will allow the I & A Specialist to explain, in
I1ty requlrem Te=gmd application process of each of the programs.
alist will provide a written explaniation of the program and eligibility
woultbanefit from an application in a language other than English, the I &
SfeC T f&acate @opmate form, 1& A Specmhsts will regularly share program
inforHation with one ano@nd usé‘%@eldy staff meetmgs to insure the information they have is
acwra% T

't‘:%
%
The I & A S@s‘u wilk &
including, but not Higited s
. % County Council on Aging — Older American Act Programs and Services
Rock County Human Services — Mental Health and Substance Abuse Services
Economic Support — Food Share and Premium Assistance

L]

*

. Social Security Administration — Medicare, SSI, SSI-E, Social Security, SSDI
L J

[ J

[ ]

ist their customers in accessing a variety of programs and benefits

Rock County Veterans Service Office — Various Veterans Benefits
Housing Authorities — Public and Subsidized Housing
Wisconsin Dept. of Workforce Development — Employment and Training



The I & A Specialist, along with the customer, will determine the level of assistance the customer
requires to access the respective program. Assistance could include, among others, the gathering of
referral materials, completing a paper or online application, attendmg ameeting, or calling an agency on
behalf of the customer. ADRC staff will use the customary referral process for each agency. Ifa
Memorandum of Understanding exists between the respective agency and the ADRC, the referral
process outlined will be followed. When appropriate the I & A Specialist will use, or recommend the
customer use, the State of Wisconsin website, hitps:/access.wisconsin.gov/ , to apply for benefits. If the
I & A Specialist provides assistance, follow-up will occur as outlined in the s Follow-up policy.

When the I & A Specialist feels the customer needs more assistance, thaaﬁ&%j}ﬂevel of experuse allows,
the customer will be referred to either a Disability Benefit Specmhst oo ﬁ

appropriate Benefit Specialist will provide program information, ang I

benefits.

It is understood that customers who present with mental hosffly
fall into the developmentally d1sab1cd phys1ca]]y dlsab : 5 —id

income and no msurance areferral to *aaw:m ces will be m a;a accordance with the

memorandum of understandlng If the cus%@m: TEaTiE ing a referral, the I & A
fix the Rock County Human



