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ABSTRACT

The overall purpose of the information and referral
(I &€ R) staff training program is to develop staff coaspetence in
providing the services described and outlined in the operation
manuals. Although there is some leewvay regarding isplementation of
the full complenment of I &€ R services, the total service as it is
envisaged includes provision of information, referral, follow-up,
volunteer escort service and outreach. This manual is divided into
the following chapters: (1) The Importance of Staff Training; (2)
Purpose and Objectives of I & R Training Program; (3) Methods for
Training; (4) Formal Training Program; (5) Training in Addition to
Formal Trairing Program; amd (6) Training Evaluation. Appendix A
contains the course outline, Appendix B preseants sample gquestions and
Appendix C is a bibliography. (Other manuals in this series are
available as LI 003188 through LI 003195). (Author/NH)
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Chapter 1: The Importance of Staff Training

Training for information and referral center staff, paid and
volunteer, must be an on-going, continuing process for which provision
should be made by the administfative or funding agency.

No center sﬁould be allowed to open unless all staff have received
an orientation to the overall concept of the I & R center network, as
well as to the specific Qervices and activities of the individuai center.
No staff person should begin without prior training for the respon-
sibilities he is about to assume. Nor should there be a distinction in
the training provided to paid and non-paid staff (voluntéers) who have
similar responsibilities. Training for center ;anagers, however, should
be both the same as and different from other staff. They will be required
to perform as information and referral specialists when needed, and also
to carry out dutles and responsibilities uniqﬁe to their position as
center managers.

Before the initial training period begins, all staff must read the

operation manuals relevant to the services .that they will be providing.




Chapter 2: Purpose and Objectives of I & R Training Program

The overall.purpose of the I & R traiﬁing program is to develop
staff competence in providing the services described and outlined in
the operation manuals. Although there is some ieeway regarding imple-
mentation of the full complement of I & R services, the total service
ags it is envisaged includes provision of information, referral, follow-
up, volunteer escort service, and outreach. Some centers will opt to
provide the entire service package. Others will not. All centers, how~
ever, will be required to provide information as a basic minimum service.

Further, it is anticipated that centers will not offer the full
array of designated serviées immediately upon opening. Rather is is
expected that services will be added in phases, taking into account
steff development in knowledge and skills and also available financing
for the provision of each added service component.

Arother anticipation is that separate components of the total
service, such as outreach, can be incorporated into existing I & R center
operations, provided these centefs.ggree to use the forms and materials
relevant to that particular service and that have been developed for the
I & R center network. Therefore the training program must take into
account the developmental stages of individual centers in addition to
staff training needs.

Training objectives for the complete complement of cénter services

are to develop staff knowledge and competence in the following categoried

areas:

o
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For center managers primarily:

« Wworking with advisory committees

. work and staff management

.public and community relaﬁiona

- +.recruiting volunteer escorfe and organizing

volunteer escort service
For center managers primarily, but slso for those assisting
with community resource survey:

.conducting a community resource servey'

.organizing the resource file

For all center staff including center manager:
.purposes and functions of I & K center network

.community resources and their respective systems in:
relation to I & R service

.using the resource file

.using I & R forms

- understanding people

.understanding the problems of older pecple
.undefatandiﬁg one's self..

.interviewing to identify accurately the person's need or
problem

.listening
.providing information
.assessing the need for referral

.referring the persom to the appropriate provision

6



.assessing the person's need for volunteer escort service

.providing follow-up services with agencies and
individuals

.being an advocate

4. For center managers, outreach supervisors and workers
.supervising ocutreach workers N

.extending I & R service into the community

As suggested earlier, training objectives will be modified accord-
ing to the developmental stage of individual centers. It should also
be noted that while training objectives are the same for all staff in
most cases, objectivés vary according to staff assignment. Not all staff
w111 be trained to do a community resource survey, for example, since
this is a one-time initial effort. Nor will all staff be trained for
outreach if this is not their work assignment. Training is most effective
when it is relevant and pertinent to the person's work regponsibility.
Please note that center managers must be trained in all phases of the
I & R service in order to provide‘direction and guidance to others. In
addition, center manhgers mﬁst réceive training for some of the broader
responsibilities that they have such as working with committees, work

and staff management, etc.




Chapter 3: Methods for Training

The methods used in the formal training of I & R specialists

will vary according to the content to be learned. Teaching methods

should include:

lecture or formal presentations
group discussion
study of case material related to older people

and applicable to I & R service
(written, audio or visual)

‘reading assignments

role playing
demonstrations

films

These methods can latef‘fe supplemented and augmented by a brief

period of observation and practiczl expefience in an I & R center

after the I & R center network becomes an estchbliished entity.




Chapter 4: Formal Training Program

Time for formal training should be set aside for staff to learn
to carry ocut the objectives and purposes of the I & R service. Monetary
compensation should be provided accordingly.

Responsibility for staff training lies with the state administrative
agency which in turn may delegate this responsibility to a qualified
agency or pefson on a contractual basis. It is essential, however,
that this agency or agent be thoroughly‘familiar with the operation
manuals which make explicit the knowledge, skills and attitudes that
I & R staff must acquire in order to provide the service envisaged.

The training program should complement and supplement the operation
manuals which should be used as training guides and basic texts for the
program. The operation manuals, in turn, should be supplemented by
recommended readings which pursue in greater depth the problems of

the elderly, community resources_for them and the elements and dynamics
of interviewing.

It is suggested that the training program be divided intc three or
four phases for these centers that offer the entire service package as
delineated in the manuals. Such phasing will allow training to be more
timely and relevant in terms of the immediacy of tasks to be faced by

center staff. Other centers should be involved only in those phases

of the program that are relevant to the services they will be providing.

Q

Since all centers must provide the basic information service, most staff
will receive training initially in conducting a community resource survey,

organizing the resource file and interviewing and information giving.

9
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where the basic service has already been organized and who are coming
intc the network via the addition of one of the components developed
especially for the I & R network. Even so, opportunity for formal

training in other phéses of the I & R service may be welcomed by such
staff, and their participation should not be discouraged. All staff,
regardless of their point of entry into the service should be famili-

arized with the purposes and functions of the I & R center netwdrk.
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Chapter 5: Training in Addition to the Formal Training Program

On-The-Job Training

In addition to the formal training provisions for which specific
time is set aside, training also must be provided on the job, especially
at the outsét, to facilitate the smooth handling of routine work and

inquiries as well as emergency situations.

In-Service Training

In addition to the initial training program and on-the-job training,
provision also should be made for in-service training. In-service train-
ing in an I & R center should be designed to strengthen and reinforce ma
material presented in the formal training program, to overcome weaknesses
in performance and to refine skills needed for effective service. It
also should be designed to provide an opportunity to learn facets of
pr&grams for the aging in greater depth.

In-service training should be conducted weekly or everj two weeks,
but not less than monthly. _Arrangements can be made to contract fof in-
gservice training frOm‘another social agency in the community or with a

faculty member of a school of social work at a local university. The

state agency staff also have responsibility for in-service training at the

level of the individual center.




Consultation

To heip deal with complex problem situations and people, special
arrangéments should be made by the state agency, together with the in-
dividual center, for legal and psychiatric or social work consultation
as recommended in the operation manuals. Although care has been taken
in the operation manuals to avoid the likelihood of developing a case-
work relationship or approach to the provision of I & R éervices, reasonably
accurate assessment of personal problems and needs is nontheless imperative.
Even for highly trained professional staff, such an assessment is often
difficult without consultation and advice. In the kind of staffing
generally anticipated for the I & R center network, such professional
consultation is very important. Arrangements for consultation should
be made on a regular weekly or twice-monthly basis for those problem cases
that can wait for this period of time. For cases that require immediate
attention, arrangements should be made to obtain consultation when and as
it is needed. In addition to assuring responsibie service to older people
and to the comnunity, consultations can be valuable learning experiences

for I & R staff.

Conferences and Meetings

Conferences and meetings conducted under the auspices of community
agencies such as Health and Welfare Planning Councils, State Welfare
Associations and the National Association of Social Welfare should be
attended if the content is relevant to I & R concerns. Such meetings
often can be very informative and helpful ia keeping stéfflcurrent on
developments related to older persons. Frequently there is a speical
workshop scheduled on I & R services at the annual National Conference

QP‘Social Welfare. ’~jl;2




' Newsletters and Periodicals

Newsletters and periodicals published by organizations such as
AFL-CIO, National Association of Social Workers, National Council on
the Aging, Administration on Aging, National Center for Voluntary Actionm,
etc. are also important sources of information, particularly in relationb
to programs or pending programs for older peOple at the local level.
The center should subscribe to these newsletters and periodicals on a

reqular basis.

Related EducationslAQpportunities

Local universities through their general extension divisions often
offer educational opportunities for learning about human behavior, problems
of the.older people, interviewing, supervision, and government programs
realted to older people. Staff should be encouraged to use these op—
portunities to enhance and reinforce the formal training provided by the
state agency. If such opportunities do not seem to present themselves
from time to time, they often can be arranged upon request. The state
agency should be ptepared to reimburse staff for fees and other related
costs, suCh’as travel. Again, time spent in pursuit of job-related
education should be considered as time on the job and compensated accord-
ingly. Considerationbmust be given, however, to the spacing of time
away from the office and for adequate staff coverage of the center to en-

sure the continued and effective provision of center services. i

13
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Chapter 6: Training Evaluation

Evaluation should be an integral, on-going part of the total
I & R training program. The crucial test of any training program,
of course, is whether trainees can perform the tasks for which they
have beeﬁ trained. If not, the program should be carefully scrut-
inized to see whereAit is failing, to‘sharpen its content, improve its
methods, and perhaps, to provide additional supportive supervision. If
the content is too simple, trainees may be bored and unmotivated to
learn. If it is too éomplex;~they may feel overwhelmed and confused.
While the demonst:ation phase of this study should determine where
basic modifications should be made in program content and method,
evaluation must be an ever bfesent process and a part of every train-
ing program, taking into account and reflecting the constancy of change

in the community, in knowledge, and in trainees' needs.

11



APPENDIX A

COURSE OUTLINE
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APPENDIX B

SAMPLE QUESTIONS
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1.
2.
3.
4,
5.

7.

8.

9.
10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24,
25.
26.
27.
28.
29.

30.
31.

32.
33.

34.
35.
36.
37.
38.
39.

Sample Questions

Can you help me get a lawyer?

How do you become an American Citizen?

The insurance company won't settle my claim.

The moving company banged up my furniture, can I make them pay?
I was taken by a door-to-door salesman.

Somebody junked a car in front of my house.

Where do I go for a cancer check-up?

I'm black, and they won't rent me an apartment.

They're always telling ya 'write your congressman' - who's mine?
What do I do - a dog just bit my husband?

I want to start my own business, but I'm not sure how to begin.
My Social Security check didn't come this month.

My wife and I aren't making it.

We want to adopt a baby.’

Where does an 0ld man like me go to pass his time?

I need a business loan.

You should have seen the way that cab driver treated me.

Where can I .get a free chest X-Ray?

Some outfit sent me some stuff I didn't order.

How can I get my birth certificate?

I've got some good clothes I'd like to give to somebody.

Can I go to school nights to get my high school diploma?

My husband's an alcoholic, what can I do?

Is there an all-night drugstore in my neighborhood?

What's the emergency poison control number? _

Is there any way I can get the money to buy my own cab?

Do you know where I can finc someone to clean my house?

We don't have enough food for supper. Can you help me get some?
I would like to do volunteer work with young children,
particularly arts and crafts. Where should I go?

I heard the government will help low-income families:-purchase
homes. 1Is that true? ' -

My daughter is an epileptic and needs constant medication. -

Can we get it at a discount somewhere?

Can you help us find furniture? We need some new beds.

I need a ride to pick up groceries. I'm 82 years old and

can't walk too well. . . ,

Sometimes I feel like killing myself. Can you help me? I'm afraid.
I would like information on air pollution. Who should I contact?
My dog is sick and I can't afford a vet. Is there some help for him?
What is the agency that helps people whose house has burned?

Do you know of a good nursing home for my father?

Where can I call to have meals prepared and delivered to a woman who 1is
being discharged from the hospital?
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Bibliography
and

Supplementary Materials*

The following list of supplementary materials should be periodically
reviewed and updated.

A, Community Resources for Older People

1.

2.

3.

7.

8.

AB and APTD, Aid to Blind or Disabled People. (a pamphiet),
Social Rehabilitation Service, United States Department of
Health, Education and Welfare, 1969. (Government Printing
Office #874-661)

Medicaid, Medicare, Which is Which? (a pamphlet), Medical
Services Administration, Social Rehabilitation Service,
United States Department of Health, Education and Welfare,
July, 1970. (25¢ per single copy; 15¢ per 100)

0AA, 01d Age Assistaﬂce, (a pamphlet), Social Rehabilitatiomn
Service, United States Department of Health, Education and
Welfare. (Government Printing Office 874-662)

Questions and Answers: Medical Assistance, Medicaid, (a booklet)
Medical Services Administration, Social Rehabilitatjon Service,
United States Department of Health, Education and Welfare, June 1968.
(Government Printing Office - 0-310-72§; 15¢ per copy)

Senior Centers in the U.S.: A Directory, Administration on
Aging, United States Department of Health, Education and Welfare,
January 1970. ($2 per copy)

Social Security Benefits, How to Estimate the Amount, (a pamphlet),
Social Security Administration, United States Department of Health,
Education and Welfare, January 1970, (Government Printing Office -
0-375-810; $10 per 100)

You - Thé Law - And Retirement, Administration on Aging Publication
#800, United States Department of Health, Eeucation and Welfare,
June 1970. (Government Printing Office - 30¢ per copy)

Consume:r Guide for Older People, (a pamphlet) Administration on Aging
publication #801, United States Department of Health, Education and Welfare
($2.25 per 100 copies; 5¢ per single copy)




B.

Knowlédge of the Elderly Person

9.

10.

11,

12,

13.

14,

Aging, Monthly Magzine, Administration on Aging, United States
Department of Health, Education and Welfare

Basic Concepts of Aging: A Programmed Manual, Administration on
Aging Publication #274, United States Department of Health, Education,
and Welfare, July 1969. (Government Printing Office -~ $1.25 a copy)

Leeds, Morton, The Aged, The Social Worker, and the Community, Ohio:

Howard Allen, Inc., 1961. (Tells of the physical, mental, and social
aspects of aging) .

Lowy, Louls, Training Manual for Human Service Technicians Working
with Older People; Part I, Trainers: ($1.95 per cspy), Part II,
Trainees ($2.95 per copy.) United Community Services of Metropolitan
Boston and Boston University School of Social Work, 1968. (May be
obtained from Boston University Bookstores, 775 Commonwealth Avenue
Boston, Massachusetts, 02215)

Vedder Clyde and lLefkowitz, Anne, Problems of the Aged, Illinois:
Charles C. Thomas, 1965.

Working with Older Poeple, Vol. III, The Aging Person: Needs and

Services, Public Health Services publication #1459, April 1970.
(Government Printing Office - $1.00 per copy)

Knowledge of Self

15.

16.

17.

Lidé, Theodore, The Person: His Development throughout the Life
Cycle, New York: Basic Books, Inc., 1968.

Mahoney, Stanley C., The Art of Helping Poeple Effectively, New
York: Association Press, 1967, p. 156.

Towle, Charlotte, Common Human Needs, New York: Association of
Social Workers, 1965. '

Attitudes in Interviewing

18.

19.

20.

. Bernstein, S., "Self Determination: King or Citizen in the Realm of
- Social Values," Socizl Work, January, 1960, p. 3-8.

Biestek, Felix, '"The Non-Judgemental Attitude", Social Casework,
June, 1953, pp. 235-239. |

Biestek, Felix, "The Principle of Client Self-Determination",

Social Casework, November, 1951, pp. 369-375.
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Interviewing and Process of Interviewing

22. ' DeSchweinitz, Elizabeth and DeSchweinitz, Karl, Interviewing
in Social Security, Washington, D. C.: Department of Health,
Education and Welfare, 1961, p. 56. '

23. Garrett, Annette, Interviewing: TIts Principles and Methods,
New York: Family Services Association of America, 1942, pp.
7-59. :

24, Hamilton, Gordon, Theory and Practice of Social Casework, New
York: Columbia University Press, 71952, (Interviewing Process
PP. 51-82.)

25. Kahn, Robert L., and Connell, Charles F., The Dynamics of
Interviewing, New York: John Wiley and Sons, 1957. (Chapter I -
The Interview as Communication)

Techniques of Interviewing

26. Kasius, Cora, ed., Principles and Techniques in Social Casework,
New York: Family Service Association of America, 1950, pp. 97-127.

Referral

27. Nicholds, Elizabeth, A Primer of Social Work, New York: Columbia
University Press, 1960, pp.66-78.

Advocacx

28. Ad Hoc Committee on Advocacy, "The Social Worker as Advocate:
‘Champion of Social Victims," Social Work, National Association of
Social Workers, April 1969, pp 16-22. ¢

29. Brager, George, "Advocacy and Political Behavior,® Social Work,
National Association of Social Workers, April 1968, p.5-15.

30. McCormick, Mary G., "Social Advocacy: A New Dimension in Social
Work", Social Casework, Family Service Association, 1/70, p. 3-11.

31. Sunley, Robert, "Family Advocacy: From Case to Cause',Social Case-
work, Family Service Association, June, 1970.

Public Relations

32. To Tell The Story, A Public Information Guide for Project Directors,
Administration on Aging. U. S. Dept. of HEW, April 1968. (Government
Printing Office 0 293-600)
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J.

Administration

33. Better Boards aré Committees, Leadérship Pamphlet #14,
Adult Education Association of U.S.A., 1960 (743 North
Wabash Ave., Chicago, Ill)

34. Harleigh B. Trecher, New'UnderStandingé.og,Administration,
Association Press, New York, 1961.

Supervision

35. Gordon A. Bradt, Thé Secrets of Getting Results through
People, Parker Publications, Inc., Weat Nyack, New York, 1967.

36. W. B. Given, Jr., How to Manage Péople, Prentice Hall, 1964.

General References

37. Doyle, Corazon, Training the Information and Referral Aide,
(Paper prepared for training I & R aides), 1967. {mimeographed)

38. Kahn, Alfred, et. al., Neighborhood Information Centers:
A Study and Some Proposals, New York: Columbia University
School of Social Work, 1966, pp. 108-119.

39. Ogg, Elizabeth, Tell Me Where to Turn, New York: Public
Affairs Pamphlet, No. 428.

40. Theodorson, George A. and Theodorson, Achilles G., A Modern
Dictionary of Sociology, Thomas G. Crowell Company, New York,
1969.

.41, . » An Easter Seal Guide to ..The
Organization and Operation of an Information, Referral and
Follow-Up Program, Illinois: National Society for Crippled
Children and Adults, 1967. pp. 28-33

Films
42. "Tell Me Where to Turn", 30 minutes, available through Information
and Referral Services.
43. "ADC in Interviewirg", 30-35 minutes, available through local
Welfare department.
44, "How to Use the Telephone'", available through local telephone company.
45. "Inside-Outside", 30 minutes, available through local Welfare

department
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* Materials published by governmental agencies are stocked for

sale by the Government Printing Office. Single - copy price is given in
this list (except for new publications with price not yet set). GPO
makes a 25% reduction in price for 100 or more copies of single
publication. It requests payment by check or money order, made payable
to the Superintendent of Documents. Postage stamps and foreign money
are not acceptable.

Give title and publication number, quantity, enclose payment, =nd order
form:

Superintendent of Documents
U. S. Government Printing Office
Washington, D. C. 20402

Single copies of all AoA publications are available without charge from
the Administration on Aging, as long as its supply lasts. To order,
please give title and AoA publication number, where there is one.
Send your request to:
- . Director, Public Information Staff,
Administration on Aging-Room 3070 HEW, South
330 Independence Avenue, S. E.
Washington, D. C. 20201

Materials not published by governmental agencies may be purchased directly
from the designated publisher.
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