Appendix D:

Area Agency on Aging Performance Standards

Management and Staffing: Effective use of personnel resources to meet Area Agency objectives 

· Director and staff members work together to fulfill area agency mission.

· Staff is regarded by stakeholders as knowledgeable in their respective areas.

· Area Agency is staffed in positions supported with aging funds to fulfill AREA AGENCY goals and objectives.

Planning: Search for and application of information to set and pursue goals 

· Area Agency articulates a vision of a comprehensive and coordinated system of home and community-based care and services for older adults, their families and caregivers that are consistent with services and care needs of older adults in its region.

· Area Agency develop strategies for how its vision will be realized that are consistent with service and care needs of older adults, their families and caregivers in its region.

· Area Agency takes a lead role in assisting counties to plan for a comprehensive system of home and community-based care and services.

· Area Agency actively solicits consumer and stakeholder (traditional and non-traditional) input in development and review of area and local plans.

· Area Agency has a set of goals, objectives and strategies that accurately reflect activities which are consistent with the mission of the Area Agency and the needs of the community.

· Area Agency effectively uses stakeholder groups and advisory committees in the development and implementation of an area aging plan.

Funds Administration & Quality Assurance: The administration of funds and monitoring of services related to Home and Community Care Block Grant, Family Caregiver Support Program, and all other funding streams.  

· Area Agency undertakes activities designed to improve the performance of service providers and other significant partners.

· Area Agency efficiently manages programs and funds to maximize resources for consumers.

· Area Agency conducts scheduled assessments and solicits feedback from consumers receiving services to assure quality.

· Area Agency targets resources to meet the needs of special populations identified in the Older Americans Act.

· Area Agency keeps stakeholders informed about the requirements of the Home and Community Care Block Grant process and all other funding administered by Area Agency.

Information Brokerage: Area Agency will play a lead role in assisting individuals and communities in becoming aware of and knowledgeable about aging issues and services and programs available to older North Carolinians.

· Area Agency develops and maintains a system for collecting, organizing and disseminating information.

· Area Agency seeks opportunities and responds to requests for educational presentations from older adults, LTC residents, families, civic and religious organizations, county commissioners and others.

· Area Agency is responsive to the capacity building/training needs of service providers and other stakeholders.

· Area Agency uses various methods to reach its intended audience including all forms of media (audio, visual and written).

· Area Agency assists all callers with accurate information in a timely manner.

· Area Agency collaborates and participates in information exchange networks.

· Area Agency supports the availability of comprehensive and accurate community resource information for older adults, their caregivers and families

Program, Resource & Systems Development: Area Agency engages in activities that facilitate a system of care through efforts to increase the resources available for older adults, their caregivers, and families.

· Area Agency plays a lead role in identifying the need for infrastructure development and adjustments for a comprehensive aging and long-term care system.  

· Area Agency looks for creative ways to meet the needs of older adults, their caregivers, and families

· Area Agency undertakes activities designed to promote new or expanded opportunities/partnerships to benefit older adults, their caregivers, and families.
· When Area Agency is providing a direct service or is directing the administration of a program, then that program will strive to be a model for consumer involvement, effectiveness and efficiency.

· Area Agency enables service providers to maintain or increase the number of people served.

Advocacy: Area Agency assures that the individual and collective interests of older adults, their caregivers and families, and individuals with disabilities will be safeguarded and recognized.  
Area Agency sets an example of effective advocacy by monitoring, evaluating and commenting in a timely manner on changes to law, policies, programs and significant trends which affect older adults, their caregivers and families, and individuals with disabilities.  

· Area Agency empowers older adults, their caregivers and families, Senior Tar Heel Delegates/Alternates, volunteers and service providers to become active “advocates.” 

· Area Agency promotes activities designed to foster new or expanded opportunities for older adults, their caregivers and families and individuals with disabilities.  

· Area Agency maintains and supports an elder rights system that has as its cornerstone the Ombudsman program.

· Area Agency assists stakeholders with resolving concerns, complaints, and problems in a timely manner.  

· Area Agency maximizes advocacy efforts by combining efforts with other advocacy organizations.

· Area Agency solicits public input regarding the needs of older adults, their caregivers and families, and individuals with disabilities to inform advocacy and planning efforts.

