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SERVICES
Serv■ces

Policy Type
AAA Functions

Subject of policy
Telephone Reassurance

PO■ iと,1｀責tiBttI
222

Pol-icy St.atement

Providers who receive federar or state funds for TelephoneReassurance services provided to individuals aged 6o andolder must comply with the provisions of the oiaer AmericansAct as welr as state and federar regulati";= p;;a"i"ing t"the funding and delivery of such s"ivic..
Purpose

The purpose of this poricy is to provide an organized systemof calling elderly clients who have telephones] who livealone or temporari-1y alone, are homebound in isorated areas;
9n a mutually agreed upon calling schedure. TelephoneReassurance is designed to alreviate roneliness .^rra tn"feeling of isolation and to check on the clientrs statusand, if contact is not made, to ensure that assistance wil-rbe forthcoming.

Scope

This poticy appries to arl Area Ageneies on Agingr and allsubcontractors of home and community-uased seivi6es thatprovide Terephone Reassurance to rriir otder individuars.
General Authority
order Americans Act of l-965 as amended, Title rrr, part D,Sections 341-t 342, 343 and 344.
Arkansas code Annotated section 25-r-o-i-01 et. seq.Social Services Block Grant
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a.r-"=" tr"!""t.",ot of Hrran serv/Division of Aging & Adurt services
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Originating Unit: Con. Baseal care

corresponding policy: Telephone Reassurance

Effective Date! June 15, 1993

錘

These procedures aporv to a Area Agencies on Aging (AAA) and all subcontractors o[home and communfw-based services r?,ai p;;;;;T;iEp;;;'fr;;;r;;;;:"";'irii'i}0.,
individuals.

Definitions

I' client: Anv oerson receiving Telephone Reassurance services which are providedthrough staie or federal funcl"s.

II' Telephone Reassurance:. Terephone Reassurance is terephon_e cals at an appointedtime to erisibre erderry crienrs i" ct..t-Giirtrir. t riili"iol,u 'r', li#Jit 
"remorionar'and 

"ru"r,oiogicaii.ii.iiiiiii* iiial idcontact is not made, to ensure thatassistance witl Ue forthc6ming. 
*"..'*"-- *""' "

III. unit: one (1) compreted individual crient calr per.househord or one (1) cail placedro the crient's emeri'enry contact in their;;l if";l'i'";:;;', # #;,n);l ifi, pr,on.
a t t h e app oi nt e a t ifi e oi trriit is r-L""ii"i,ii Lii ry ;G;;G.ili; ;ilii i".ifi ]

IV. Provider: Anv entitv that gives Terephone Reassurance services as described in IIabove either is a coirtractdr or.uU"6niiu.toil-"'
Procedural Requirements

I. Responsibitities of the Division of Aging and Adult Services:

A. Monitorins of al.r state and federa y funded activities which invo.rve servicede tive ry to"etae rty piiions.

B' Estabrish an assessment process to ensure compriance with program poricyand procedures.

C. Provide technical assistance and quality assurance in program area.

D. Provide necessary reports requested by the Administration on Agin g and/ orstate legislators. -

E. Revise program area policy and procedures as necessary.
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Procedure g: 222

Responsibilities of Providers:

Each service provider offering Telephone Reassurance funded by state and/orfederal tu nds'must m ee t the r6u owiig ri"giiil rlqii ii.-."r..
A. Service Activities:

,. 
f.ff:r_ql g3:ltl,:g bf training or experience must be designated tosupenlse tne sen1lce.

2. There must be an org,anizational structure with clear lines ofsupervision, approveE position descriptions. establishea iofr 
-

quarrlrcations and the clear assignmeirt of air functionar iasks.

3' satisfactory procedures must be estabrished to recruit, train, scheduleand evaluate staff (paid and volunteer).

4. *lj..l 1tgryHg."dures must be eslqbtished ro devetop sources ofvolunteer statt to augment paid staff.

5. The crient shall be a owed the opportunity to contribute to the cost ofthe service if financially able.

6. Satisf.actory plocedures m-ust be established to utilize clientcontributions for the service.

7. Training is to be provided for all statf (paid and volunteer) in all
aspects.of service provis ion. Traini ng ib. fei.pf, one'i-#,r;;;;"
should include buf is not limited to: -

Principles of communication.

Scheduling of reassurance calls.

Developing an em,ergency plan of action if unable to reach
clrenr,at app.otnted time. (For example: telephone numbers of
nerghDo,rs, clergy 9r a relative who ciruld be called to so to thecllent's home to check on their status.)

5::p,.,Le^ gT:.tgenry plan, i nformation curre n t. (Emergency
pf an^ r nl^orrnation should be updated quarterly oi as n&essary
rn Detween quarters.)

Implementing special or emergency assistance plans.

Confidentiality of client information.

Reporting units of service.
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B. Satisfactory procedures must be established to provide timely and
accurate required reports including data for the Management
Information System (MIS).

9. Satisfactory procedures must be established to protect confidentiality
of records which include an older person's name and personal
information, and to obtain and recbrd the individual's informed
consent prior to the release of personal information.

10. Satisfactory procedures must be established to objectively resolve
service complaints and evaluate the quality of the services.

11. Satisfactory procedures must be established to:

a. Maintain files which accurately reflect the individuals receiving
Telephone Reassurance, the persons who are pedorming the
reassurance calls and the agreed upon calling schedule.

b. Maintain records describing the current negotiated special or
emergency, procedures applicable to each individual client
receiving the service.

c. Approve an individual to receive the service.

d. Resolve coordination difficulties arising between the person
receiving the service and the caller.

e. Provide alternative or substitute callers to cover temporary
absences.

f. Discontinue Telephone Reassurance service to individuals who
no longel need the.servic^e. (Clients should^be reassessed every
six months for eligibility for continuation of service, or more
often as necessary.)

Eligibility

Persons age 60 and older who live alone or temporarily alone, are homebound in
isolated areas.

Special Notes: This service is available to irdividuals sixty years or older, or to the
spouse of an individual who is 60 years or older and receiving services through
SSBG or Title III of the Older American's Act. The service is also available to
handicapped/disabled individuals who are dependents of and residing with
individuals who are sixty years or older and receiving services through SSBG or Title
III. In protective services cases (as certified by the Protective Services Unit of the
Division of Aging and Adult Services), any adult will be eligible for services.
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Persons that generally are not eligible for billable Telephone Reassurance are
persons that:

A. Are receiving any other service at or through a Senior Center where program
staff is in touch with them on a regular basis (3 or more times a week)
because of the service being provi?ed, or

B. Lives with a spouse, or

C. Lives with a friend or family member, or

D. Is not isolated, has family, friends or neighbors that check on them daily.

tV. I-ocation of Service

Provided to the client at his/her domicile.

V. Access to Service

An eligible client may enter the service system at any point through a referral from a
case manager or community agency or individual re(uest for service.

VI. Record Keeping
\-/ 

Each client shall have a client record to indicate an application for service. A call
log chronologi^gally arranged with most current date <iri top. An authorization for
release of confidential information, where appropriate.
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