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Senior Access Project 
Introduction
The Seniors Access Project is a collaborative effort with community agencies and the municipalities of Peel, Halton and Dufferin County. It is designed to build on the original needs assessment project
 in an effort to seek out solutions to improved access to community services for seniors in Halton, Peel, and Dufferin County. 

The project is designed to review will seek out answers to the following questions from seniors, services providers and key informants in the community. 

· First, what is the best format to provide seniors with timely information on services in the community?   

· Second, where should seniors go to obtain information on senior services? 

· Third, what criteria do seniors use to select and connect to services in the community?

The material generated through the consultative phase of the project was compiled and incorporated into this report. 
About the Report

The report is divided into the following sections 
· Project Data – The project data section outlines the geographical area of interest for the project, information on seniors in the area, resources seniors can use to find out about community support services and key points from the consultation process.
· Discussion – The discussion section explores two important topics which emerge from the project data. First, who is the core audience of information for community based services.  Second, what is a reasonable model to help understand the relationship between finding information and obtaining community based services?
· Recommendations – The recommendations sections provides a series of recommendations for the consideration of agencies, government and the Local Health Integrated Networks.
· Moving Forward – The final section of the report outlines a series of suggested “Next Steps” in order to move from recommendations to action.
Steering Committee Members

The Seniors Access Project was coordinated through the work of a Steering Committee.  The committee comprised of individuals from organizations from agencies and the local municipal governments as well as the Regions.  We would like acknowledge and thank the following individuals for their work with the project.
Ray Applebaum

Peel Senior Link – Project Chair
Felecia Fallen 

Peel Community Care Access Centre

Sue Haggith 


Region of Halton
Ivy France 


Region of Peel

Beth Early-Rea 

Caledon Community Services

Valerie Quarrie 

Dufferin County

Interactive Website

The project is supported by a web site designed to provide easy access to the report, resources used throughout the project and ongoing data collection tools.  

Our website is located at http://seniorsaccessproject.deskdatacentre.com.

The site contains the following information which complements material identified in the report.

· Background information from the initial needs assessment report which highlighted the importance of information for seniors on community support services.
· Web links to websites and background material identified in the project

· Links to information portals on information for seniors. 

· Links to ongoing survey’s which continue to gather information for future analysis.

Project Data  
The following is a summary of the various information sources which were used during the project.  The data is divided in the following headings:
· Geography of the Project

· Information on Seniors

· Resources in the Community

· Consultation Results

Geography of the Project

The project includes the geographical area bounded by the Regional Municipality of Halton, Regional Municipality of Peel and Dufferin County.  The boundaries of the three areas are covered in three LHINs.  The Halton Mississuaga LHIN incorporates the majority of the Halton LHIN.  It does not include Burlington which is included in the Hamilton Niagara Haldimand Brant LHIN.  Central West incorporates the Region of Peel and some areas to the east of Peel which include the Greater Toronto Area (GTA).
The following LHIN Maps
 provide illustrate the LHIN boundaries and show their relationship to the regional maps.
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Figure 1- Map of the Mississauga Halton LHIN
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Figure 2 – Map of the Central West LHIN
Information on Seniors
Seniors are defined by planners as individuals who are sixty five years of age and older. During the recent Local Health Integration Network planning process, statistics for the three LHINs were developed using the 2004 population estimates from Statistics Canada
.  Table outlines the following information for each of the LHINs
· The total population estimate for the LHIN

· The percentage of the Ontario population held by the LHIN

· The percentage of seniors estimated for the LHIN

· The population growth rate for the LHIN

	LHIN
	LHIN

Population
	Percentage of 

Ontario Population
	Senior Population in the LHIN
	Growth Rate

	
	
	
	Population
	Percentage
	

	Niagara Haldimand Brant
	1, 352, 500
	10.9%
	197, 465
	14.6%


	1.0%

	Mississauga Halton
	1, 040, 800
	8.4%
	87, 427
	9.6%

	3.3%

	Central West
	    720, 300
	5.4%
	67, 708
	9.4%
	3.3%


Table 1 - Profile on Seniors in the LHINs
The Population Health Profiles noted the following key points regarding seniors:

· Hamilton Niagara Haldimand Brant LHIN has a higher proportion of seniors relative to the province while Mississauga Halton and Central West have a lower proportion of seniors compared to the province.

· The provincial growth rate for the period of 1994 to 2004 was 1.5% while the growth rate in Mississauga Halton LHIN and Central LHIN was 3.3% respectively.  

· The City of Burlington, which is part of the Region of Halton, is located in the Hamilton Niagara Haldimand Brant LHIN.  A percentage of the seniors identified in the entire LHIN are included in this project.  The percentage in the table represents all seniors in the entire LHIN.  
Additional information the growth location and details on the seniors’ population can also be found in the recent Integrated Health Service Plans developed by each of the respective LHINs.  The reports are pending and should be available by no later than October 31, 2006.
Resources in the Community

There are a number of organizations that provide information on community services for seniors in the community.  The following list of organizations was identified during the project. 
· Ontario Government

· Regional Government

· Telehealth

· Community Information Networks

· Community Care Access Centres
· Community Agencies

The following is a description of the agencies and key information items they provide to seniors. 
Ontario Government

The Ontario Government provides information for seniors on a wide variety of topics.  The Ontario Seniors’ Secretariat coordinates the development of policy across all of the government ministries that impacts on seniors.  The Secretariat is engaged in providing access to a wide variety of resources that can assist seniors in finding information from the Ontario Government as well as at the community level.

August 18th, the government announced the implementation of a new One-Stop Access to senior Services.  The web portal, Seniors’ Access is now up and running in twenty two communities throughout the province of Ontario.  Currently, the regions of Halton, Peel and Dufferin County are not part of the portal.  It is anticipated additional communities will become part of the portal in the future.

The government also offers a publication titled, “A Guide to Programs and Services for Seniors in Ontario” which outlines information on a variety of topics
 including:

· Accessing Government
· Community-Based Health Services
· Housing

· Services for Newcomer Seniors

· Emergency Services, Crisis Intervention and Public Safety

Using the Internet
, the seniors can find a wide variety of information on government and community services.  The Seniors Portal and A Guide to Programs and Services for seniors in Ontario represent two examples of the information on services.   Government resources can also be request in printed form.

Regional and Local Government

The region of Peel, Halton and the County of Dufferin represent the three regional governments involved in this project.  Each of the regional bodies and the county provide information to seniors in their respective areas.  The county of Dufferin
 provides information on home help, volunteer services, transportation, meals on wheels the ability to contact the county for additional information. Peel Region provides information as well as inquiry support to seniors through Peel Health
.  Seniors can obtain information on Long Term Care Services as well as information on services in the community.  One of the key references for community services is the Peel Information Network (PINet) which provides access to over 1000 resources in Peel.  Finally, the Region of Halton also provides information on community services.  One of the key publications is the Seniors Directory
.  The directory provides information on services in the community.

Cities and towns throughout the regional also provide information and services for seniors.  Services are provided in the form of recreation clubs, seniors centres and community activities for seniors.  Local institutions such as libraries, health care facilities and recreation centres provide printed information on services for seniors.  The work of the region in conjunction with towns and cities provides a net work of information opportunities for seniors to obtain information on community services.
Telehealth Ontario

Telehealth Ontario is a service provided by the Ontario Government to assist individuals with health related questions. The service is staffed by registered nurses who can answer health related questions and provide information and direction to individuals to the right resources in the community.  The service provides assistance on the following topics
.

· Symptoms that could require medical attention

· Illness or injury

· Chronic illnesses

· Nutritional and health lifestyles

· Teen health and lifestyle issues.

The operators at Telehealth have access to a wide variety of information in order to answer questions by seniors on health related issues as well as how to access services in the community.   Telehealth services can be by obtained by phoning at 1-866-797-000 or TTY: 1-866-797-0007 

Community Information Online Consortium

The Community Information Online Consortium (CIOC) enables individuals in communities to find information on community services as well as opportunities to volunteer.  The service integrates web based technology along with methods to collect, verify and update the information provided through the web based interface.  Information on the consortium can be found on the web at the CIOC Website.
Seniors can access community information in Halton from the Halton Information Network (HINET) or the Peel Information Network (PINet).  Both community information networks are associated with CIOC.  

211 Project 

211 is defined as, “an easy-to-remember, non-emergency telephone number that will connect people to a full range of community services.  Twenty-four hours a day, seven days a week, Certified Information and Referral Specialists will answer 211 calls, assess the needs of each caller and link them to the best available information and services
”. The service will be launch
 in May 2007 in Halton
 and provide senior with access to information on community services.
Community Care Access Centres

There are two Community Care Access Centres (CCAC) that provide services to seniors. Halton CCAC
 and the CCAC of Peel
 provide services as well as information and referral services
 to seniors who are seeking services in the community.  The CCAC will provide the necessary information to enable a family member or senior to seek out services that are not provided by the CCAC but should be provided to enable the senior to remain at home.  

Community Agencies

Community agencies located throughout the entire geographical area provide information to seniors using a variety of methods.  Some of the methods of information distribution include:

· Community Fairs

· Mailings

· Display Standards and key locations in the community

· Responding to phone inquiries

The materials distributed include any combination of the following:

· Letters

· Brochures

· Newsletters

· Booklets

· Information in the local paper

Consultation Results
A series of consultations were held during the project to obtain information from seniors, key informants and agencies providing services to seniors.  The following is summary of themes identified through the consultation process.
Seniors Focus Group Results

Two focus groups were held with seniors in the community.  The first focus group was held in Milton the second focus group was held Caledon. The focus groups were followed up with an electronic survey to broaden input from seniors throughout the region and their families/ friends.  Some of the key points highlighted from the focus groups and electronic survey include: 

· Family members and trusted friends often find themselves search, reviewing and presenting information on community services to seniors.
· The need for information can be the result of planning for a change or the result of a change in life (e.g., health change, location change, etc) and require information for a quick decision.

· Some of the common reasons for information
 include

· New to the community

· Just retired

· Information to address the subject of elder abuse

· Access to care givers

· Assistance to keep the home in good condition.

· Two of the common places seniors will look for information are the CCAC and their local physician’s office.

· The preferred method to find information is to talk to someone in person.

· When selecting a service, it is important to talk to someone who can provide a reference or support for the service in question.

· When asked about models for simplify access to services, respondents indicated support for the following options in order of preference: 

· A central phone number

· Use existing information to contact an agency

· Seniors do use criteria to determine how to evaluate a set of similar services.

Provider Focus Group Results

Two focus groups were held to gather input from providers on the types of information they provide to seniors, where information is positioned in the community and suggested models to simplify access to information in the community.  After the focus groups were completed, an electronic survey was provided to the participating agencies as well as additional community support agencies to gather their input on the themes emerging from the focus group consultation process.  Some of the key points highlighted by the Providers include:
· When asked about how information is provided in the community about seniors services, respondents indicated personal contact, sharing information through the CCAC or other agencies and community events were identify as the top three methods.  Other methods which received a high response included general phone inquiry, the internet and the local newspaper. 
· When asked about locations in the community used for sharing information on their service, agencies stated Community Fairs, events and the web site were used on a regular basis.  Locations that were seldom used included family physician offices, places of worship.  
· It was interesting to note when asked about the use of banks for information on community support services, over half of the respondents indicated they did not use them at all.
· When asked about models for simplify access to services, respondents indicated support for the following options in order of preference: 

· A central phone number

· Call a network of agency

· Access information through the LHIN
· It is important that seniors be able to talk with a real person to not only get answers to questions about services but to also guide them through the process of actually getting the service.  
· Avoid using voice mail methods when provide access via a single or multiple set of phone numbers.

· Important to note that seniors often do not have access to the internet.  Consideration should be given to the fact access to the internet and access to high speed internet can impact on an “internet based solution”.

· Information must be accurate and current in order to help seniors make timely decisions

· It was noted that the majority of agencies reported that they do not have a formal mechanisms in place to evaluate the impact of their materials in meeting the needs of seniors.  
Key Informant Discussion Results

Key informants were interviewed to gain their perspective on the process used by seniors to obtain information Regions and local municipal governments.  The interview was supported by an electronic survey to gather information on key items.  Some of the key points highlighted by the key informants include:
· Seniors and others utilize a variety of methods to obtain information including personal contact, Internet, phone, community events, and personal enquiry

· When asked to rank in order the groups who request information, seniors were ranked number one with family member’s ranked number two.

· When asked about models for simplify access to services, respondents indicated support for the following options in order of preference: 

· One phone number through government

· Call a network of agencies

· One phone number option 
· It was noted a model to provide support for seniors would require a personal contact perspective given seniors require the ability to ask question and obtain answers from a person.

· Families and close friends play an important role in assisting seniors in obtaining information and making decisions about community support services.

· Current information data base systems are shared with Telehealth which makes it possible for seniors to obtain accurate information on community services if they contact Telehealth.

· Computer training courses through the library system enable seniors to learn how to use current “online” data bases to search for information on community services.
· It was noted that there is an increase in enquiries for information from family and friends after holiday periods.  This can be a result of family members raising concerns about seeking services for senior family members based on what they may have observed over the holiday period.
Discussion
The project data provides a series of insights on two topics for discussion.  The first topic is the audience who require information on community support services. The second topic is a model that can help explain seniors are able to select the right mix of community support services. Both topics are discussed in this section of the report.

Audience

One of the learning points from the project was identifying the audience who read materials on community support services.  Two groups
 were identified. The first group is seniors.  For the purpose of the project, seniors were defined as any individual over the age of fifty five years of age.  The second group consisted of the “Circle of Trust”.  The circle consists of a wide variety of people, for example, family, friends, key contacts in the community etc.  The common factor within the circle was the individuals were trusted by seniors when searching through information or making decision on community support services.
Figure one illustrates how the two groups, seniors and the circle, make up a key audience for information on community support services for seniors.
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Figure 3- Audience Equation
Model
The following model provides a framework to best understand the four factors involved in a search for the right mix of community support services for seniors. 
Figure two illustrates how the four elements are related to enable seniors to select a mix of services.
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Figure 4- Information Equation
The four elements are discussed based on the work of the project.

Information Base
The data collected from the project indicated there are a wide variety of data sources which seniors in the community can draw upon to learn about community support services.  The following is summary list of the sources.
· Agency Generated Information Sources: The project found agencies provide a wide variety of information sources related to the services they provide in the community. The information includes brochures, information sheets, newsletters and information pages on agency web sites.

· Government Generated Information Sources: Local, regional, provincial and federal government provide information on community support services for seniors. Depending on the level of government, the resources consist on directories, access to web pages and contact phone numbers to reach individuals to obtain information on specific information items.

· Internet Based Information Sources: A number of web based information sources were found where seniors can find information to answer personal questions.  Within the geographical area of the study, Halton and Peel have two distinct data bases that provide a wide variety of information on community services.  At the federal government level, there is a senior’s information portal that provides information in response to key questions regarding issues which are important to seniors (e.g., Canada Pension).  Finally, within Ontario, there are a variety of senior’s information portal projects which provide Ontario specific questions.  
Human Interaction

The data collected from the project provide some helpful insights on how seniors interact with people to gain information.  The following is a summary list of various types of people interactions to gain information.

· Telehealth:  The service is staffed by registered nurses who can provide assistance to seniors and their families on a wide variety of health questions.  One of the information sources used by the Telehealth team is information sets on community services in the geographical area of the study.  The phone service is available 24 hours a day, seven days a week.  

· Community Landmarks: Seniors can visit a wide variety of community landmarks to gain access to information and talk to people about the information they find.  The following is a sampling of the items identified by individuals during the project:

· Hospital Information Centre – individual can gain access to information items in the hospital and ask questions of staff regarding the information. 

· Local Place of Worship – Faith based groups will display and share information on community support services for their members.  Further inquiry in the organization is one way people connect to the agency of their choice.

· Doctors Office - The doctor’s office is a place where people can find information.

· Library – The library is a good place to find both written information and information on the internet.  Furthermore, the library is equipped to assist seniors in their inquiry to ensure the can obtain as much information as required.

· Government Sources – Information can be obtained from a government office (local or regional). 
· Community Agencies – Community agencies have information on their services as well as the ability to answer some questions on other services in the community.
Senior Situation

The data collected from the project indicates seniors are often in one of the following situations when they are looking for information in the community.

· Planning State – The senior has time to review a variety of information sources and then make an informed decision regarding services.  
· Accelerated State – The senior has experience something that has changed their current state in their life and they need access to services as quickly as possible.  The change in state could be a personal health issues, an issue with their partner or a change in the personal living arrangements. 
Inquiry Space

The inquiry space is provides a framework to understand where the information based, human interaction and seniors reside.  The data identified from the project indicate the inquiry space for seniors is complicated due to the number of inquiry spaces that provide information.  The following is a listing of the various inquiry spaces identified from the project. 

· Community Inquiry Space – Seniors can make inquiries on services in their local community.  Their community can be based on geography (e.g., I live in Milton), culture (e.g., I’m a member of the French Community) or social interactions (e.g., I participate in my seniors club in Oakville).   
· Government Inquiry Space – Seniors can make inquiries on services to a level of government that they deem appropriate.  The inquiry could be to local government (e.g., my town/city), to regional government (e.g., Region of Peel), to provincial government (e.g., government of Ontario) or to the federal government (e.g., Government of Canada.

· Agency Inquiry Space – Seniors can make inquires on services to local agencies in the community.  They can call agencies they have worked with in the past or they can call an agency they believe can meet their needs.

· Systems Inquiry Space – Seniors can make inquiries into identified systems for assistance.  As an example, they can call the “health care system” (e.g., local hospital, doctors office, public health, Community Care Access System, etc). 

· Network Inquiry Space – Seniors can make inquires to networks that provide information on seniors services.  For examples, seniors can contact senior’s networks to obtain local and provincial information. 
Community Support Services Mix

The community support service mix represents the “basket of services” a senior will obtain after successfully determining what is needed in the community.  It is important to note, that seniors often require a collection of services from a variety of agencies at any one given time.  Therefore, the four key elements – Information base, Human interaction, Senior Situation, Inquiry space – are critical to ensure a senior will receive the mix of services at any given time. 

Recommendations
The following recommendations are designed to provide agencies, regional, municipal and county authorities and the LHINs with insights and suggestions on how to best service seniors in the community.  The recommendations are sorted by the following elements of the Information Equation for Seniors and Community Support Services.

· Information Bases

· Human Interaction

· Senior Situation

· Inquiry Space
Information Base

The following set of recommendations are designed to provide advice on how to best address the issues associated with the various sources of information used to promote services in the community.

IB-01: Build on eHealth and Government Information Strategies

It is recommended that the issues of seniors’ access to information be incorporated into the ongoing work of the eHealth strategies by the LHINs and Regional and municipal government information strategies. 
Rational: The LHINs are in the final stages of completing work on the Integrated Health Services Plan for their respective areas.  eHealth strategies are an important body of work for LHINs as they explore how to ensure the right information is in the right hands at the right time for effective decision making. Regional governments are also working on information strategies to ensure citizens have access to information on community and government services.  One example is the ongoing work on 211
.  It is important to explore methods to streamline how the various strategies can be aligned to ensure and explore how the LHINs and the Regional government can work together to ensure the easiest possible access to information on community services.  
IB -02 Strengthen the Existing Process of Registry

It is recommended that the existing process of gathering and updating information community support agencies be reviewed to ensure the information in any data base is accurate and current at all times.

Rational: The current data bases process (e.g., Peel Information Network) has a process to ensure the information on agencies is current.  It is important to provide information to demonstrate the information is current and accurate.

Printed Materials

Printed materials are produced by a variety of stakeholders for easy access by seniors and their circle of trust.  The following two recommendations could help improve the production process used by all of the stakeholders to produce materials that are valued by readers.

IB-03: Standards for Printed Materials

It is recommended that standards for publishing printed materials be developed and shared with agencies interested in providing written materials for seniors and their circle of trust. 
Rational: The Internet is just one option that is used by seniors and the circle of trust to find information on community support services.  Currently, there is a wealth of printed material that is produced to assist seniors with a wide variety of information items related to community support services.  Printer materials – flyers, newsletters, brochures, etc – are produced using local standards.  Groups should work together to explore how to identify common elements to include in their printed information as well as “print standards” for written material.

A starting point would be a meeting of geriatric and seniors networks groups to review existing information standards
 and then to move toward developing a shared standard for use by agencies as well as networks.

IB-04: Seniors and Family Input into Printed Materials

It is recommend that information on what is important to seniors an families should be collected, collated and published on an annual basis to agencies involved in producing printed materials. 

Rational: Seniors use a wide variety of criteria when determining which community support service they will utilize.  The criteria can include any one of the following points
:

· Cost of the service

· Continuity of service

· How quickly the service will start

· Has the Service been used by a friend or family

· Can the service be adapted to meet my time requirements

· Is the service offered by a not for profit or profit based agency

There is an opportunity for agencies and networks to work collectively to learn what seniors need in printed materials develop a shared list of the criteria and utilize the criteria as part of the design and production of printed materials. 

IB-05 Collaborate when Producing Materials
It is recommended that agencies explore opportunities to collaborate when producing materials and information for seniors.  

Rational: Currently, there are a wide variety of collaborative efforts that take place.  However, there is an opportunity to explore agencies can work together to collaborate and developed shared print materials.
Human Interaction

The following set of recommendations are designed to provide advice on how to best address the issues associated with the human interaction elements in the inquiry process.  

Seeking Information

HI-01: Use Existing Information Portals

It is recommended that responses to inquires to information include utilizing the existing community services portal provided by the Community Information Online Consortium to support information inquires from seniors and their circle of trust. 
Rational: Community agencies, Regions and the LHINs should consider using the existing community services portal provided by the Community Information Online Consortium to support information inquiries from seniors and their circle of trust.  

The portal provides one place where individuals can look up information throughout the respective LHINs on community support services.  

The portal can be found on the web at http://gateway.cioc.ca/.  

Consideration should be given to providing a standard desktop icon to enable staff with quick access
 to the portal. 

HI-02: Ensure Web based Resources Exist in All Communities

It is recommended that an audit be completed t identified areas within the respective LHINs that are supported by the comprehensive CICO data based structure. In areas that do not have a data base structure, consideration should be given to the implementation of data base structure (e.g., Dufferin County).

Rational: Currently there is a CIOC data base structure in place for Halton and Peel.  It is a recommended that a data base system be established for Dufferin County
 using the CIOC technology and process.  The system would ensure residents within the area and outside of the area would have access to similar listings of information on community support services.
Responding to Inquiries

HI-03: Use of Existing Web Based Resources 

It is recommended that agencies adopt a practice of utilizing the existing Community Services Data Base systems to respond to inquiries about community support services for seniors. 

Rational: The Halton Community Services Data Base (HCSD), Information Hamilton (IH) and the Peel Community Information Data base (PCID) provide a comprehensive listing of community services.  There is an opportunity for agencies to adopt a practice of utilizing the databases when responding to inquiries about services in the community. 

Consideration should be given to providing a standard icon which can be placed on the desktop of any interested party for quick access to the data base of interest.
HI- 04: Simplify the Response Process for Inquires

It is recommended that guidelines and tools be developed to standardize the process used to respond to inquires from seniors and families for community based support services. 

Rational: There is a significant effort by community agencies, local municipalities and Regions to respond to requests for information.  The challenge is to provide a response to inquires that provides consistent verbal or written information.  At the present time, there is no process to coordinate how information is shared with people who make inquires between the agencies, Regions, LHINs, CCACs and local municipalities.  It is important to provide information in a consistent manner to help eliminate confusion about service opportunities. 

HI-05: Ongoing Training on Web Based Information Tools

It is recommended that identified staff receive training on the use of online web based data systems to enable staff to use the systems on a daily basis. 

Rational: Staff utilization of the existing data bases varies in the different agencies.  There is an opportunity to utilize existing training and orientation methods to assist staff to make the best use of the existing resources on a daily basis.  Staff training should include:

· How to access the database

· Ability to print of search results and provide them to the client

· Ability to report incorrect information in the record

An important first step would be focus on building on the existing training and orientation methods and make sure community support agencies have an opportunity to complete the training/ orientation process.  

HI-06: Inquires on Behalf of Seniors

It is recommended that a strategy be developed to measure and understand inquires by those who are within the Circle of Trust on behalf of seniors.

Rational: There is a need to better understand the information needs of individuals who make inquiries on behalf of seniors.  For example, family members who phone and inquire for information on for their parents represent one type of information needs
.  Another example is trusted health care professionals (e.g., family physicians office) who are seeking information in order to assist a patient.  Currently, information is primarily focused on the senior or the family.  A greater emphasis should be placed on understand the circle of trust and their information needs. 
HI-07: Utilize Existing Support from Tele-Health Services

It is recommended that further work be done to explore how to integrate the work of Tele-Health into the current system of providing information to seniors on community support services.

Rational: Tele-health provides another method for seniors and their circle of care to interact with a skilled professional to obtain information.  There is an opportunity to learn more about how seniors are using Tele-health and the role of existing community information in advising seniors on community support services.    
Guidance through the System

HI-08: Create a Process to mentor People through the System of Service Selection

It is recommended that a process be developed to guide seniors and their circle of trust through the process of follow up and acting upon recommended service selections.
Rational: The provision of accurate information on community support services is the first step required to assist seniors.  The second step should focus on providing ongoing support to ensure seniors obtain the services they require and have the ability to make secondary inquires about service related questions.  It is important to explore how to build a bridge between existing mentoring, navigating and support systems provided by agencies, Regions and various government supported activities.  Seniors need access to one, well coordinated system of mentoring through the maze of various choices related to services. 

Senior Situation

The following set of recommendations are designed to provide advice on how to understand the situations under which seniors and families make inquires on community based services. 

SS-01: Tailor Information to Address Seniors Decision Making Time Frames

It is recommended that information designed for seniors must take into account when seniors will use the information.
Rational: There is a need to acknowledge current written information sources are designed to support people who have time to review the material and make a decision on services.  On the other hand, there are times when people need to make a decision in a short period of time. Materials should be designed to support people who need the “key information items” in order to make decisions in a hurry. A “short cut methodology” should be a standard for all printed material in order to assist seniors and families in their review of information. 
SS-02: Consider the Design of Information to Support the Circle of Trust

It is recommended information should be designed that is easy to use by those who are part of the seniors’ circle of trust to enable them to work with seniors when making decision about community support services.

Rational: The wide variety of print materials that are produced by agencies as well as government are developed with specific layout designs.  However, the variety of layouts also creates confusion when reading and comparing information between agencies and documents.  Care should be taken to explore standardized layouts in how information is presented to ensure individuals who read information from more than one agency can make meaningful comparisons of the material. 

SS-03 Account for Multiple Information Requests

It is recommended that information for seniors should be designed to account for the need of seniors and their circle of trust require information a number of times to respond to a number of situations.

Inquiry Space

The following set of recommendations are designed to provide advice on how to best address the issues associated with the various sources of information use to promote services in the community.

IS-01 Account for Boundaries

It is noted one of the important considerations in develop an easy to understand inquiry path is the complexity of boundaries of the various stakeholders involved in providing services for seniors.  The boundaries for Regional and municipal government are not the same for the various ministries of the government that impact on seniors. 
IS-02 Create an Easy to Understand Inquiry path for Seniors

It is recommended that an easy to read and understand inquiry path that can be shared with seniors and their circle of trust be published.

Rational: The Geriatric Services Report (May 2006)
 provides a framework which describes how a reference point for seniors to obtain information on services.  Focus group participants identified the need to able to access information from a net work of points to ensure choice in how they access information and assistance for finding services.  It is important to build a framework that allows for multiple agency participation with no single agency taking the sole role of access to information.  This is important to build on concepts as outlined the Geriatric Services Report.

IS-03 Simplify the inquiry Points in the Community

It is recommended that a set of key inquiry points be created for simple access by seniors in the community.  The inquiry pints should consist of a mix of geographical land marks (e.g., library, bank, Physicians Office) and recognized communication points (e.g., telephone access, website, and access points) for easy access.

Rational: The community is an excellent location for agencies to “post” or share information on their services.  However, there is a need to explore developing a list of key locations where information on community services for seniors should be posted in any given community.  A standardize list will ensure new seniors in a community will know where to find information and can be assured the information is being kept current at all times.   

IS-04 Explore the Connection between the CCAC and Community Support Services

It is recommended that the work of the CCAC as one of the recognized inquiry points in the community be reviewed to better understand the process used to refer seniors to community support agencies.
Rational: The CCAC is currently in the process of completing a restructuring process that will result in one administration – lead – CCAC for each of the LHIN areas.  The restructuring process is an opportunity for the CCAC CEO to work with LHINs, community agencies, Regional and local municipal governments to identify how to make inquiry process for seniors as easy as possible while utilizing information resources. 

IS-05 Measure the Impact of Information on Guiding Decision Making for seniors and their Circle of Trust
It is recommended that steps should be but in place to assist agencies and government to measure the impact of materials used to communicate information on services in the community.
Rational: There is a need to establish methods of evaluation and reporting of how well different information tools work to communicate the information seniors need on community base services.  Currently, a limited number of agencies have tools in place to formally evaluate the impact and or effectiveness of their information items prepared for seniors or their circle of trust. 
Moving Forward
The purpose of the Seniors Access project was to explore the following three questions.
· What is the preferred method and format for seniors and their families to obtain information on community services?

· What is the preferred location where seniors can go to obtain information on community support services?

· What are the basic criteria used by seniors to select and connect with required services? 

The project revealed generated the following key observations 
· There appears to be no preferred method or format for seniors and their families to obtain information on community services.  Individuals favour something that is easy to access and includes an opportunity to engage a person in both finding information and assistance in making contact with the agency for services. 

· The location of information in the community should be consistent with how seniors and their circle of care access general information in the community.  It is important that when information is accessed, it is current and up to date.

· Seniors use a variety of key questions – criteria- when determining which service will be used in the future.  In some cases, the criteria are used to make an immediate decision.  In other cases, there is time to explore alternatives and apply the criteria as required.
The recommendations generated by the report provide a framework for next steps.  The following is a suggested sequence of events to implement the recommendations to move forward and improve information for seniors. 
1. Share the report recommendations with the following stakeholders through a series of short presentation meetings to highlight the identified recommendations. 

a. Local Health Integrated Networks

i. Halton Mississauga LHIN

ii. Central West LHIN

iii. Niagara Haldiman Brant LHIN

iv. Waterloo Wellington LHIN

b. Region of Peel

c. Region of Halton

d. Mayors of Municipalities within the Regions of Peel and Halton

e. Community Support Service Providers

2. Develop a framework where the stakeholders can meet together – utilizing a third party organizing – to explore current work and develop solutions for the following recommendations. 
a. IB-01 Build on the eHealth and Government Information Strategies

b. Hi-01 Use of Existing Information Portals

c. IS-01 Geographical Boundaries as Consideration in Effective Planning

d. IS-02 Create an Easy to Understand Inquiry Path for Seniors

e. IS-03 Simplify the Inquiry Points for Seniors

3. Provide information sessions for Service Provider Agencies to explore how to develop shared strategies for the development and sharing of printed information.  The sessions should develop solutions for the following recommendations.

a. IB-03 Standards for Printed Materials

b. IB-04 Seniors and Family Input into Printer Materials

c. IB-05 Collaborate When Printing Materials

d. HI-01 Use of Existing Information Portals

e. HI-04 Simplify the Response Process for Inquiries
4. Explore the opportunity to bring together key information specialists from a variety of stakeholders (e.g., Regional, Municipal, Local governments, LHINs, Information Associations, 211, etc) to explore existing technology options which operate to identify solutions for the following recommendations.

a. HI-01 Use Existing Portals

b. HI-05 Ongoing Training on Web based Tools

5. The Geriatric Services Report should be reviewed by a cross section of the stakeholders in an effort to assist in the development of a standard and supporting process for the inquiry of support services in the community.  The standard and process should address the following recommendations
a. IS-01 Geographical Boundaries are an important consideration in Effective Planning

b. IS-02 Create and Easy to Understand Inquiry Path for Seniors
c. IS-03 Simplify the Inquiry Points in the community

d. IS-04 Explore the Connection between CCAC and the Community Support Services.

e. HI-08 Create a Process to Mentor People Through the System of Service Selection
f. SS-01 Tailor Information to Address Seniors Decision Making Time Frames

g. SS-02 Consider the Design of Information to Support the Circle of Trust

h. SS-03 Account for Multiple Information Requests

6. Work should continue through the Seniors Access Project Website to gather and analyze data from seniors, key informants and providers on various options to simplify how seniors obtain information.  The updated data sets should review by a working group of key stakeholders on a quarterly basis and shared with interested parties in an effort to further improve the process for improving how information is provided to seniors.
On behalf of the working group, we would like to thank everyone who participated in the project.  Your input and expertise has made it possible to develop the recommendations.  We hope you will continue to stay involved through the ongoing updates at our website, Seniors Access.
Ray Appblebaum

Ray Applebaum, Project Chair

Senior Access Project Team
October 1, 2006
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We were fortunate during this project to access a wealth of information and resources via the internet and through our work with individuals in the community.  To learn more about the resources developed to support our project, please visit our website located at:
http://senioraccessproject.deskdatacentre.com.

The “Web links Section” contains a listing of key resources, websites and information sets used to support the project.



















� Peel Senior’s Community Support Services Needs Study: Final Report. September 2004


� Health System Intelligence Project reports on LHIN Population Profile.


� Population Health Profiles were developed for each of the Local Health Integration Networks by the Health System Intelligence Project.  The profiles can be found on the web at the Ontario LHINs Website, http://www.lhins.on.ca


� The following is an excerpt of the services listed in the online guide.  The guide can be found on the web at http://www.citizenship.gov.on.ca/seniors/english/guide.htm


� Information provided by the government can also be requested and provided in printed form.  It is interesting to note, the government is moving to provide more services via the internet to increase access to services.  See the August 18th, 2006 News Release on the Seniors’ Portal.


� See the County of Dufferin Website located at � HYPERLINK "http://www.dufferincounty.on.ca" ��http://www.dufferincounty.on.ca�  for additional information.  The identified section of the web site is titled, “Seniors Programs”.


� Information on Seniors Services at Peel Health can be located on the Region of Peel Website at http://peelregion.ca/ltc/resoruces/index.htm


� The Seniors Directory can be found online at the Halton website.  The link is http://www.halton.ca/scs/seniors/ESAC


� The list of topics is cited from the Telehealth information webpage located on the Ministry of Health and Long Term Care Website.


� The definition for 211 is taken from the Halton Website, http://halton.ca/services/211/whocalls.htm


� Additional details on how the service will be provided, its overall structure and how it will operate can be found in the Halton 211 Business Plan.  The plan can be found on the Halton website at http://halton.ca/services/211


� 211 will start in Halton in May 2007 while the Region of Peel and the County of Dufferin are still exploring options regarding how to best host information sources on community services.


� Information on CCAC Halton can be found at the following internet address. http://www.halton.ccac-ont.ca/services.html


� Information on CCCAC of Peel can found at the following internet address:


http://www.peel.ccac-ont.ca/information_and_referral.htm


� CCAC of Peel reports an average of 3500 calls for information about resources in the community per month.


� Source: Survey results from Seniors and the Focus Group discussion notes.


� Providers also read materials provided by other agencies on seniors services. 


� Halton is moving forward with a 211 and 311 strategy.  Peel is still in the process of discussion on this topic.  Currently there are information resources in Peel and Halton which are supported through a web site which allows access to information on services. The Regions of Halton and Peel also provide information on services for seniors.  


� The Ministry of Community and Social Services provides some helpful information on how to make information accessible.  Consult � HYPERLINK "http://www.mcss.gov.on.ca/mcss/english/howto_information.htm" ��http://www.mcss.gov.on.ca/mcss/english/howto_information.htm� for additional information.


� Criteria identified from focus group participants when asked about the questions used to review community service options.


� It is noted that when testing the portal, it can take a few minutes to merge large requests.  However, the data return is a comprehensive listing of services through the three LHINs impacted by the project.  


� In some cases, information on services in Dufferin County can be found in the CIOC data base by selecting Guelph.  However, this does mean that all services in the area can be found using this method.


� It was noted during the Key Informant interviews that there is an increase in phone inquiries from family members who have visited their parents during a holiday (e.g., Thanksgiving, etc) and believe their parent’s health had declined.  They will call in an effort to gather information to determine what should be done to assist their parents.  


� Regional Geriatric Advisory Task Force. “Working Together for Seniors’ Good Health”. PricewaterhouseCoopers, May 2006 – available via the Internet at http://www.peelseniorlink.com
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