ROCK COUNTY JOB CENTER
1900 CENTER AYENUE
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

Januvary 8, 2014

April 2, 2014

Tuly 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.
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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.

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

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. |

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

Report needs analysis findings and recommend strategies for
building local capacity to serve oldet 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

& =
To ensure that Aging and Disability Resource Center (ADRC) %ck County
complaints and exercise their due process rights. e

=

Statement of Policy
The ADRC shall maintain and implement due process proced d resolve complaints and appeals.
Procedurer -

The ADRC is committed to providing a high I%CTF@@&& the conf@ity. Customers of the ADRC have
the right to file a complaint/grievance and exefgise their G Brocess righiasf
service they received. There will be no reprisal orsihteat of refitie Bninst ciko

or grievance. Upon learning o G8teint or grievaiies, ABRC statbwiiibe
the filing of the complaint agEgridvante A dditionallERPRC staff will Gfer to refer customers to an external
advocacy agency for assigli#iee in filing E@&?:ﬁﬁmplaint o
their rights, the comg@im procedure, gk contact infanation. for external advocacy agencies whenever
matetials are mailed, or Fellis initial hoieVisit with the I@%ﬁ; Specialist. Additionally, the ADRC will have a
poster size copy of the clienEhill of diilisinte Saption as well as, post this information on its website.
bl i Englishﬁ. ADRC staff will inform customers that they are
i process prior to using the formal process.

= = —
teiizEmformal ComplaftELrocesse =
Custoffigisean make their conTpamt ve% in writing. The ADRC staff person who learns of the complaint
will doaﬁﬁfﬁ_;ﬂle complaint and=Eye that dCumentation to the ADRC supervisor. The ADRC supervisor will
log the comphgisand contact the siomer. The supervisor will encourage the customer, or the person acting on
the customer’s Bekalf, to resolv ncerns or complaints with the ADRC: staff person involved and/or their
supervisor.  The THglyed ADEEStaff person will document the complaint, steps toward resolution, and the
EHataliiice The complaint will be resolved and communicated to the customer within 10
days of receipt of the cORggamt. If the customer is not satisfied with the resolution, they will be informed in
writing of the forntal 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 purpose 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 copyof 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 complai
Wisconsin Department of Health Services by writing, calling, or emailing:
Aging and Disability Resource Center Complaints
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

jould be made directly to the

. =

If the complaint is regarding a finding of fi fiker financial indigibility for long term care benefits, the
customer may appeal to the Office of HearingSshd Appefls. ADRC saEEwill ask the customer if they would
like assistance with the filing of the appeal, and prgmide asSrT TRl Ri=The appeal must be made within
45 days of the receipt of the agency action noticeXRequestsfiEaEaie Hearifig should be filed in writing with

eDe mﬁ@o%& : hi =
s P — :

the Division of Hearings and Agffe
Division of Hearings ands&ppeals —
P.O.Box 7875 £
Madison, W1 53707285
Phone: 608-266-3096% =
Fax: 608-264-9885 <=
< tearing Reéemest Form on line:
hs.wiscon @ﬁowﬁ@m%.doc
== = —
Monit6gine Complaints == =
= T v
The ADRC%SW will keep e
discover trends akaddress areasfEGding improvement. Information gleaned from complaints will be shared with
staff for the purpoS&@Eimproveiiient in customer service. The ADRC board members will receive a summary of
complaints, which witEEtewelBiat to identify areas of unmet needs, as well as, areas in need of quality
improvement,

ﬁi

The ADRC of Rock Countywﬂl éobpefafé with aﬁy inrve‘sﬁg'étions. or teview 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.)
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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 =
=
£ == N
P f Poli e =
urpose of Policy @%

the conﬁdentzallty of its customers.

Statement of Policy

COBE: ? %&omﬂm and will maintain all
customer mformatlon and records in a conﬁdéﬁkral maﬁﬁﬁ%L =
_gﬂ'__%- .

will also be on the AT IRC website. @ mformatlon will be available in both En;,hsh and Spamsh

%

ADRC staff will ask the%og@r if applicable, the customer’s guardian or activated power of
attorney for health care to s@%ﬁéaﬁe of information form for any confidential record the ADRC is
requesting. The signed release OF 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 staterent 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 confidefiiiiifty policy they shall immediately
notify their supervisor. The supervisor will notify adminiafion of the violation, document the
violation, and work with the staff member to remedy the sitff

’ .‘“‘—‘ en a violation has occurred, staff
will contact the recipient of the confidential informatiorss n&Finform Hiem that the information is to be

destroyed-immediately. The supetvisor will revieveiiee onﬁdentialit}?"?‘ﬁggy with the involved staff
member to ensure they are aware of their respo fy in maintaining cGfilential information. The
supervisor will review the incidents of policy violafféiReon a quarterly basis anteirends are discovered,
another training session for all ADRC staff will take p% =
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Written: 1/29/13
By: - Jennifer Thompson — o
Reviewed: by ADRC Committee MM/DD
Approved: Management Team MM/DD/YY

Rock County Human Services Depagtment

Policy and Procedures Mag@
Records and Quali =

Section: 500 Records an ity Management | -\ No. 530.00
Subject: Confidentiality of Client Records and Informatiéee >
Title: General Policy Statement A =1

Professional ethics, as well as Federal regulations and S@Eﬁﬁgvs, require that client

2 Srmation be safeguarded and
used only as authorized by the client or as allowed by lawees N =9

ety

This policy is written with the understanding that the client recStejtselEaswell as other busﬁ% records of the

facility, is the property of Rock County, Ho he informatiofiiellie record is the "property” of the client to
whom it pertains who has the general right to FeleisagErefuse to releagEsuch information (except as otherwise

mandated by law or regulation). The client also%t CEEAO access afigElp request correction of the record.

73

T

e = = =% .
=i fiEan Sendc%‘ﬁpartma e?@xmaﬁon to a person or agency

without authorization may Eﬁ@_ﬁ%‘m “Uifsiplinary a¥8Rn inehiEing Giieharge oF suspension without pay, a civil suit
0

or criminal prosecution m@ate or Fedil law. Anjegde s who reqiess or obtains confidential information
under false pretenses may be S@ject to a di%ﬁnary actrééiﬁ;jﬁ fine or imprisonment under State law.

e sub}%o the policy of the Rock County Human Services
ik s and regulations,

All agency ﬁ%ﬂ who Workﬁf%@.‘gy wi ts or have access to case information are required to treat their
knowledge of ti%ﬁ%@ts in a confidegtial mandeE=TLhis requirement is imposed through Federal laws and regulations
and State statutes afEAdministrative Gogle. It is aliprthe conviction of administration that maintaining confidentiality
of information is a b@dﬂfd of o@fesﬂon and that it is one of the most important ways that we can gain the
confidence and trust of otizglients and tiEgommunity in general. These policies shall be broadly and liberally
interpreted in favor of confidemiality @ords and information. ‘ L
=
All department employees, studeffgwork experience placements, and volunteers involved with clients and/or client
files are required to sign a confidentiality statement (see attached form ADOO7). The staterment 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 employes 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
overbeard.

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 nust be returned at the beginningof 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 payrofsIf there is any question as to whether a
record is a public document, please consult with your supervisor and/orEEESrporation Counsel’s Office.

=
The open records law also requires the appointment of a records’ oSt
record is the worker involved and his/her supervisor. For a cloged¥ecord,

2igc, 19.33). The custodian of an open
—

o

&enstodian for service records is the
Director of Records and Quality Management, and the EcondiiESupport Divisigz:Manager for economic support
records. For records that do not involve specific clients@todian is the Divi
prepared the record. ' =

skgEManager of the unit that
=
Refer to policies and procedures numbered 53 0-531 for add%ﬁ_ggnfo et related to %ﬁ@ﬁa&y and use of
information and records. %&) =
==
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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, 1 know that 1 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 prior 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. R , S : ‘ :

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 minimut amount of information needed to accomplish the required purpose. I will not request or
disclose more information than is reasonably needed.

Understanding

I'have read and understand the above statements. 1 understand my responsibility to adhere to strict standards of confidentiality
and to respect each client's right to privacy. 1 know that client information is confidential and the tequirements 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
©— o= = 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 Centers

information and assistance, options counseling, and advocagi vided by the staff of the AD?'E%E
| = = =
Statement of Policy — =

Tahin ADRC staff shall, in no manner,
gam or l%terest of any provider or other

Procedure

Conflicts with ADRC i
e ADRC staff shengage in d;ﬁ:er multiple rhips with customers or former customers.
Examples mclude“ﬁﬁ@re not it asiness I&EE@HSIHPS, personal relationships, etc.

m«—** =

o themselves th'ﬁﬂy, or another person any gift, gratuity, favor,
=0 oth%%ﬁggs of monetary value from a customer who has or is seeking services

W m
e e
= =

. EEZ%Q staff should cons'ﬁEﬁmth a supetvisor to determine if a conflict of interest is present.

. When ?E%ﬁmhct of mtere% identified, steps must be taken to eliminate the conflict. The steps taken
will be @éﬁﬂt on thiEe Pecific situation.” The customer will be made aware of the conflict and
included in TF& Eesolufiiror the conflict, All identified conflicts, and the proposed resolution, will be
documented in E=Een report, and submitted to the ADRC supervisor for approval. If the supervisor
does not agree wiftethe proposed resolution, he/she will meet with the ADRC staff person and customer

to come to an alternate resolution.

Conflicts with Providers
* 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, efc..) when
Working with customers.
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ADRC staff will not accept gifts or gratuities from long- term care providers.

g Conflict with Waiver Programs

Staff Trainin: g ==X

Attachmé@%a =

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 v@it_hst, completed/updated
the LTC-FS and the results differ from the LTC-FS completed by DRC. When this occurs a
meeting will be held between the I & A Specialist, who completed gheimitial LTC-FS and the assigned
Waiver agency worker. The expectation is that the meeting willEs; an agreement as to how the

LTC-FS will be completed. ‘7"?“555’

~«-——:::.

If a customer requests an I & A Specialist to assist thhﬁ%peal or grlevancﬁfml;h a Waiver agency,
the I & A Speclahst wﬂl inquire as to whether the cu;&_@@ér has attempted to resti#éthe issue through

edfEtpone through agency’s proces‘ﬁii&customer will
be encouraged to proceed with that step priot to BERC involvemenfef the customer Facgone through
the agency’s process, or does not want to use that prﬁ%the I &ﬁmahst will assist the customer in
filing an appeal or grievance. The ADRC will serve asd.--"- ;

needed. = %
== —

B SO g@ddressed ADRC staff will sign a
TS ferstand the ADRC’s contflict of interest policy and

) acknowledge thep,:,“fi‘f'%}?ﬁgatton v1de ob%}é."“@e unbiased customer-centered information to the
customets of theh RC of Rock ty =

M
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Section: 600 Long Term Support
Subject: Customer Service
Title:

Purpose of Policy

addmonal needs exist..

Procedure

ablhty to follow through =5
urgent/emerg »-sj{gg%‘ggn 1

Rock County Human Services Department
Policy and Procedure Manual

No. 619

ADRC Follow-up Policy

n situations where they question the customers
e Oy hen they have identified that the customer has

e == §§§§:'~“_‘-—-—-——'=‘“____._,.

=

W-up%ld occur are when the

"“ﬁ A Spec1ahst has 10en awaaa fied th@omer has multiple concerns;

® @ & 6 ¢ & o

==Y &= Specialist recogn@ﬁthe cusfGaer is upset, unsure, or overwhelmed with information,
I & Specialist 1denuﬁes“5@151s emergency, or endangering situation;
I & ASpesialist needed tof mtact collateral contacts;
I1& A Sp@ or custoiiisheeds to submit an application;
I & A Speciahitis d%ﬁnﬂl anew or unfamiliar service or provider;
I & A SpecialistiEegid

Geducted a home visit;
I1& A Specmhst réét“)gmzes that the basic needs of food, clothes, or shelter as the customers pnmary
issue;

I & A Specialist has mailed or e-maﬂed mformatlon 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. 1 & 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 oceur in the following situations:

e The customer has told the I & A Specialist to not provide that contact. C
e The customer is anonymous.

® The call o 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.)
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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
owner, 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

Subject: Customer Service .
Title: ADRC Access to Public and Private Programs angg
Purpose of Policy

linked to public and private programs and benefits to witg
access to mental health and substance abuse ¢ services.

Establishment of an Aging and Disability Resource € c*u (ADR

e .
Statement of Policy %‘
ADRC staff will assist customers access pub = rogram%
E k%
Procedure g N = ;..::_‘..M:ﬁ:‘

r o — - =

901 accessing @grams seg%fi@@s ot benefits is confusing to many individuals.
The ADRC will of @5 sistance to 1t@stomers ha@dlfﬁculty navigating the process. The ADRC
Information and As%@e (I & A Speeialist will E“’ffﬂmwledgeable with the various programs of
which their customers wilElie acEesgiE:—Hak: kibwlc

clear s, theselis Bl irememe=gnd application process of each of the programs

Whe “‘“”’.. able, ek A Sp@t will provide a written explariation of the program and eligibility
oS, If the cum; Bee woultiBnefit from an application in a language other than English, the T &
e 1ahst will attempt‘-ﬁacate %ﬁ}propnate form. I& A Specialists will regularly share progtam
mfoa;hon with one anof d usé@ekly staff meetings to insure the information they have is
acalra@“?—“w %};

=
= =
@

)

_—
%

The I & A Sﬁ‘@’%hst wﬂ%mt their customers in accessing a variety of programs and benefits
including, but not Tig " et
"%ﬁ 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
Social Security Administration — Medicare, SSI, SSI-E, Social Security, SSDI
Rock County Veterans Service Office — Various Veterans Benefits
Housing Authorities — Public and Subsidized Housing
Wisconsin Dept. of Workforce Development — Employment and Training

® & ¢ & & o o
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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, attending a meeting, 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, https:/access.wisconsin.gov/ , to apply for benefits. If the
1 & A Specialist provides assistance, follow-up will occur as outlined in the ADRC’s Follow-up policy.

When the I & A Specialist feels the customer needs more assistance, tha
the customer will be referred to either a Disability Benefit Specialist oz
appropriate Benefit Specialist will provide program information, andferass
benefits.

level of expertise allows,
gily Benefit Specialist. The

; eneﬁt Spemaehst semces ADI?@MF will

Specia]ist will provide ﬁom the resource d@iabase alist of r Tegnagencies. For customers with low
income and no insurance, a referral to comaces will be m%&accordmce with the

memorandum of understanding. If the cusi'ﬁ‘ﬁs Fedi --es ass1stanceakmg a referral, the I& A
Speclahst will provide that assistance. ADRaff e

health and substance abuse dﬁ‘@:ﬁé@rs

The ADRC will deterii g1b111make app?@gon for SSI-E for customers who are
developmentally dlSﬁ &, physically @led, or frailglders. The ADRC will refer those customers to
the appropriate s 3 care pro gr@r momtonn@contmued SSI-E eligibility.




