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Policy Statement

Providers who receive funds for Clierrt Rep.resentation services that they provide tofrail, older individuals, particularry tnose,it ;;;;;"i;; incomes, are in ihe greatesteconomic need and/or are in the i"i"o.ity -u;i;fiiy *ithitui" u"Ji"a"rurregulations pertainihg to the funding u"a'o"riu..y #tr.n services.

Purpose

The pumose of this policy is to ensure that all older individuals receiving ClientR.epres.entation witi h;;;ih;il;;;;r assessed uro irriJ serwces to meet those needswill either be orovidrcd directry uy tl,g cri;il R6;;;ative or arransed for in anorganized and^ consistert -aoir"i. 1cli#; R"i;5r'j,i;"",'iii'iirJr,,lf'ri'i1","i, ,o,limited to, such things as outreacq ;9i;;ii;I1&;ffi ,istance; providins

r#dt*tfl t;ttrfl ::mm'".,ffi 1[?jffi ;p*:,r,;ilLsffi ::*",,on behalf of ciients; ura'inro*uiiol
also included.)

Scope

This policy applies to all area aqenci,
Repr'eseniaiitiii"*i.es to eligibl. t"tit$t,lffigandf 

or providers providing Ctent

General Authorig

Older Americans Act of 1965 as amended
Arkansas Code Annotated Section ii_lOlOt et. seq.

Effective Date: October l, tggs Page 1 of 1
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FINANCIAL IMPACT STATEMENT
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_To comply with Act 984 of 1995, please complete the folrowing
Financial Impact Statement and file with the questionnaj-re ar-,a
prOpOsed rules.

SHORT TITLE OF THIS RULE DAAS Client Representation policy and proced.ures

■ .

2.

Does this proposed, amended, oE
have a financial impact? yes

General Revenue
Federal Funds
Cash Funds
Special Rerzenue
Other

repealed rule or
No

General Revenue
Federal Funds
Cash Funds
Spec■ a■  Revenue
Other

X gu・
ati°n

rf you bel-ieve that the development of a financiar impactstatement is so specurative as to be cost prohibj_ted, please
explain.

3. If the purpose of thj-s rule or reg:ulation is to implement afederal rule or regulati-on, please give the incremental costfor implementing the regulation.
■995-96 Fisca■  Year ■996-97 Fiscal Year

Total Total

what is the totar estimated cost by fiscal- year to any par-uysubject to the proposed, amended, or repeal-ed rule orregulation?

1995-96 Fiscal Year ■996-97 Fiscal Year

5。 What is the total estimated cost by fiscal year to the
agency to implement this regulation?

■996-97 Fisca■  Year■995-96 Fiscal Year

July 28, 1995
V
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ARKttsAS DEPARTⅣ IENT OF HUMAN SERⅥ CES/DIVIsloN()F ACI■ lG&ADULT SERVICES

里 聖 里 型 塁 堅 曇 _」 I SUBJECToF PRocEDUREま cLIE「 REPRESE■lrA■ON

PROCEDURE#:220.01 CORRESPoNDING POLICY:220.Ol)

ORI(〕、 ATING UNI■ coMM.BASED SERⅥ EFFECTIVE DATE:10_ol‐ 95

Scooe

These pro.cedu.res define antl govern the prorrision of client representation services antJapply to all Arkansas area age-ncies on ag'iog (AAAI^

Definitions

Active client: A crient wtro is receiving services coordinated bv the A,rd{. Aclient for whom services have nor ueen"tei-initJ. 
-***-vJ luvMr' -

Area PIan: An area a.gency 
9rJ qglng plag of operation which has been approvedby the Division of Agiig md Ad;tr S,i;ic; "'-'

case FiIe: A fire containing arr r^elevant information about an individuzrr clientand meeting the specificati5ns of applicablipio."a,r.es.

Case,Manageme.nl: An activiry under which responsibiliW for locating-coorornarms and monitoring necessary and appropriate s6rvices for azrient resrswith a speciric pe.rson. Case management s"rv'ic". will assist clients in eainin,,access ro all needed medicar, sociai, educationut -a ott"i'il-*i*1, ii,i??#"i"-.,rformal. regardless of source. case manrg;;; rl.;;;;H;;;Hi.i1;"'''individu.li who are at rjsk 
"f 

,br;;;!tE;i';;;$i;;rTi;;n ;;;:Tt'"
9^.1".,1T1.,t_: 

proper placement anaTo?o"!o f-'r.*i.;; ii".iu&re"J.nt..tir"servlces). Includes examining and rebxamining the ctient,s.neeJi;??;;;i;;
the service otan ro meer the cianging ni"as. Erio ii.[r;;;;;"#t;gtil;"""
client's progress toward specific g"oali.

client Bilr of Rights: A rist of rights to which all AAA crients are entitled.

Client Record: See czue file.

client Representation: An. activiry under which a client,s needs are assesse<l andservices to meet these needs are either p.ouia.a ,ti.".tlv b, t-h;Oi";Representarive or arranged ror in an or!anii"a-*.i .i,ri.rri.rri"o,"#"rii'r. rcri".r,Representarion inctude{bur is not timiiea-to,iliit;Lr;, *;r'i'.;#;,'rJf:}ifor Iegal assistance: providing intormation on'u,ii'a"t"rfiiin;.;;ir"r;;ii;i;;' -
public benefits such as etvtB'and SMB; *r;.ti"g *itr, .,i;pt;ffifiilHtic"jtic,ns
and paperwork; auending.meetings on'uet ati"i.i,".iri; i,ii"i'#;;;;l%t; #:i'assisrance. Travei and waiting tinile are also i";iua;d.t'Cli;;;;;:ffiffi;
exctudes anv service covered.Sy'ritle xIx unaeriir" T;.g"t;a-i;:;'rrl-i"ig""-""t
Program for an eligible iVledic;id recipient. --- --
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Procedure #: 220.07

Division ofAging and Adult Services (DAAS): The agencv of the srare
government to which the Governor and the State lcdslatirre have assigner]responsibiiiw for alr matters relating ro the needs or 

"otaeriauits i, Arr-;;;r.
Assessment: The process of dererminjng rhe q?e and extenl of assistance
Deede0 D), a chent.

Formal Senice Provider: Paid provider of serv.jces.

Ilformal Provider: .An unpaid pror-ider of senices or assistance, such as aclienl famiiv member and/or a'friend

lnformarion and Assistance: Tne prorision of concrete inJormarion ro a crienrabour avai.lable, pu bi_r c and/or ,,olunran, senices and linka,ees ,o .**. ,ir= 
-"'

senlce \r'l-Lr be debvei-ed ro the ciienr. Incrudes conracr *irr prorecier(s) aao/orfamilv member(s) on ciient's behall

Intake: Inirial in-formation satherins and prelirninarv er.aiuarion of the crienr's
need for sen-ices.

.{ssistanc.e: Linka-ee u.rrh aporoonate resource(s) ro eLsure rhat necessan.
sen'tce \r'tlt be dehvered ro tbe cjjenr. Must inciude contacr and foliow_uii rritb
the provider and/or client.

Unit: A measurement of work for u,hich funds are ciisbursed in payment forsenices rendereci.

Follow-Up: Checlrn_e wirb ciienm reearriiag outcome of action taken and an'neeo Ior rurtner sen4ces

Procedural ReouirementS

Responsibiiities of the Division of Agin_s and Adult Services

A Authorize rhe provision of client representation ro the eligible clients inthe Slare ol Arkansas,

B. Prescribe. promuieate and enforce po-iicies. stanciards. resuiarions and
proceoures eoverning the provision of ciienl representatiSn.

C. Establish a formula for the apponionmenr of fundine for client
representation ro the eight aiea agencies on aging. "

D. Deveiop program reporrs and data coilection forms to standardize
reporring of client represenration.
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Procedure#: 220.01
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Proνlde techical assistance as needed for thc development and prOν ■sion
of client representation senlces

[職Lぎ器響品「11【λ習鳥倶警謂]fllξ

r“ Ю Mυ a`nd mo血 o了

il`rヽ
V and approve cLcnt representatiOn cOIIDO菫 en“ Ofthe Fし毎へ ǵea

H. Evaluate rhe client represenration semces pror-iieC bv each.{d{ to
ensure compiiance wrth prosram policies and prcr:duies.

Resporxibiliries of the .A,rea Asencies oo Aging

.{ 9qtill:tl! poiicies, srandards, regulations anci Droceciures soveri ns
rhe pro\tslon oi cllent representation.

B. Compiv wirh Deoanmenr of Human Services (DHS) Dirision of .{eins
aDo .ldulr Semces -Assurances included in rhe "{rea plan.

C. Plan- develop anci provide senices in compliance wirh direcrives of
DAAS.

D- Inte,grate ciient represenradon into the condfluuo, of services whicrr
lnclud.es ourreach, Lnformation and assbtance, anci case Etanagemenr.
LDcluoe cUenr represenrarion rn rbe Area plan in accorda_nce i'.irb the
requtremeDrs of DAAS.

Submdt au requiled budgetaヮ and senice inf01.llaion

iξ』IIil:lllthlyrequestsfOrindsinaccOrdance、
νlth govc面ng

Maintain prOgam aci宙,data as required by DAAS

i:き晋」ざ:発:intC°
mttlaintS in accOrdance、 vlthPAASp。 119 and

Program Administration

A. GeneralRequirements

1. Ensure that individuals who request or are referred for client
Ieprcsentation services are asselsed for eiigibiliry and thar
findings are documented.
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Techniques to improve abiliry to advocate;

Evaluation and interuiewine rechniques;

Record-keeping procedures:

Updates on availabie benefir; and

e. Group discussions of common problerns.

lr4ainrain personael records as required by DAAS.

Require proriders of ciient represenrarion serrices to abide bv a
Code of Ethics which requkei thar rhey will:

a. Treat all clienc with respect and consideration at all times.

b. iVa-rimize the quaiiry of iiie of clienu by assisrmg them to
be as irdeoendbnr as possibie.

C

Corsider the input of ciients and their preferences.

Ensure confidenriai trearmeni of ail records and anv other
informadon the ciient provicies.

Not make personai use of the client's possessions, such as
automobile or telephone, nor consume their food or drink.

Not discuss rheir personal problems, relig:ous conv'icrions
or political beliefs with the cfienr.

Not accept gifts or rips from the client or family members.

Not consume alcohoiic beverages nor take medicine or
drugs (except for trearment of a medicai problem) while in
the client's home or prior to delivery of sen ices.

Not bring friends or reladves into the client's home while
providing assistance.
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Procedure #; 220.01 Page: 5

B Process

1. Gather intake informadon and record it on the Client lntake
Form. All applicable items must be completed.

?. Evaluate intake informatioD and the client's problem and
determjle the probable exlent of assistance needed.

3. W}ere necessary. obtain *ritten permission from the client to acl
on his/her bebaii.

-1. Reoresent client-s gbo ne:d assistance obtaining services or
beiefirs. Acr on behalf of tbe ciient to resolve iire problem or
obtain the necessan' benefit. Locare. coorciinate and monitor
services aad clienr Io ensure that appropriate services are beiag
provided aad that clienr's oeeds are being met. If necessary, refer
i.i.ienr for iegal assisrance that mrghr be nEeded initialiy or in the
iurure. Con?uct outreach- providl information on and determrne
eligibiliry ior public beneEts ,u.6 25 QVG and SMB that client has
noi yet receive<i: 6sisr cliert ia compiedon of applications and
paperwork; auend meerings on behaiJ of ciient; and provide
informadon and assistance. Travel and waiti-ng time are also
included. Record ia case f,le tbe specific problems, actions taken
and why, anci client contact notes which inciude periodic
assessmenl of cliem status (if necessary, and if the client's CLient
Representation Case File has not been closed).

Each area agency on aging will idendfu ''periodic" (as referenced in
abeve paragraph) for their own agency.

5. Refer for Targered Case Management all clients who are eligibie
to receive that sereice.

6. Record all client representation services as one (1) unit equals one
(1) ciient per annual reponing period.

Qualit_v Assurance

1. Evaluation and qualitv assurance should not be thoughr of as
external to the operarion of ciient.representarion acriviries; ir
should be part of all srages of operation so that effective means of
generating useful information will be in place.

This information can be used to meet funding requirements; to
document need for furure funding; and to improve, coordinate or
expand services in a panicular direction.

C
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Procedure#: 220.01

V

3/

V

2. Client representation senlces shall be monitored to ensure that:

a. Require<i documents are in the clients' files;

b. All comolainrs regardiag ciierr representation are
documenred and rnvestigated:

c. AII clienrs are inJormed at the onset of services of the
oroce4ure for receivile, review-inq and resolring clienr
lomolainrs. This wiil 5e the procEdure establisEed in
accordance *ith DHS DAAS ,4.ssurances.

Client Eligibiiiry

.L. To be eligible for clieu represenrarion indir.iduals musr be 60 r,ears of
age or older.

B. Pnoriry consideration should be,civen to those in grearest economic need
anci social need.

C. Ciienujtigible for and receiving both Targered Case Manasemenr and
Client Representarion services *ill nor rec?ive duplicare seirices.

Client Bill of Rights

Ensure that each client receives and understands a printed copv of rhe Ciienr
Bill of Rights (Appendix A).

‐
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AppelCiix A

V

A CLIENT BILL OF RIGHTS

0

つ

1 Clienm have the righr to be trealed with respect and consideration at all
tlmes.

Clienc have the right to be as independent as possible during the delivery of
5eMC9S.

Clients have rhe neht to be consulted about acrions taken on their behalf and
to have their prefeiences considered in the plan of action.

Clienrs have *re riehr io confidenlial treatment of their recorcis aod of other
u:-formadon provici'ed to service provrders. including the right to give or deny
written permission to the servrce provider to share such records or
information *,ith other indiiriciuals and agencies.

Ciienrs have the righr to expeci ihar servics pro!'Iders wiil not make personal
use of iheir possess"ions. suih as ,utomobilei or relephones lor consume
their food oi cirink.

Clienc have rhe right to expec! that seryice providers will not ask for nor
erpecr grrs or rips 

-and will nor accept them lf offereC.

Clients have rhe nghr to expecl thal service provrders will not discuss theu
personal probiemsl retgious convicdons or polirical beliefs.

Clients have the right to erpect that servtce providers wiil not consume
alcoholic beveragei or take medication (excdot lor a medical reason) prior to
or during the delivery of serwices.

Clients have the iight to live in a smoke lree environment if they so choose.

Clients have the right to expect that service providers will not invite friends
or relatives into thE ciient's home during the delivery of services.

Clienrs hav} the right to know the specific services to be delivered, the
eligibiiir,T requiremtnts, and the coriditions of servrce provisions and
termination of services prior to ihe onset of service delivery.

Clients have the right to be informed in writing, prior to the onset of services,
of the procedures ibr receivrng, evalualing and resolving client complaints
about serrices.

Clienr have the right to voice grievances with respect to services that are (or
fail to be) furnished without fear of reprisal.
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