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Brand Values

Partnership – we can achieve more together.
Inclusion – diversity strengthens our state and ourselves.
Justice – combatting ageism is core to our work.
Humanity – caring for each other is why we are here.
Community – it supports and sustains us.
Connection – it’s the heart of wellbeing and belonging.
Choice – autonomy is the foundation of independence.
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Teams Meeting
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Knowledge Check

https://forms.office.com/g/KVkiw1qb5s
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Learning Objectives

Participants will:

▪ Answer calls using I&R best practices

▪ Document Activities & Referrals accurately

▪ Enter and manage Care Enrollments

▪ Utilize Aging & Disability resources for professionals

▪ Apply OC timeframes and follow-up requirements

▪ Improve consistency in documentation and service delivery
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Answering a Call

Thank you for calling [Name of 
your Agency]. 

My name is _________. How can 
I assist you today?
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How To Greet Callers
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Which Rapport Building Technique Have You Used Most 
Often?

https://forms.microsoft.com/g/agzafr39Md
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Establish Rapport

▪ Introduce yourself professionally 

▪ Use a calm, respectful, and welcoming tone 

▪ Listen without interrupting 

▪ Show empathy and patience 

▪ Acknowledge the caller’s concerns or frustrations 

▪ Use person-centered language 

▪ Make the consumer feel heard, valued, and supported
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Tone Of Voice

Tone Of Voice
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Asking the Right Questions

Key Intake 
Questions:

Who needs 
assistance?

What services 
are needed?

Location 
(city/town)?

Urgency of 
need?

Any eligibility 
considerations?

•   Caller’s Name

• Caller’s contact information - 
phone number & city/town

• Consumer’s Name

• Consumer’s contact 
information - phone number 
& city/town

• What is needed or being 
requested?
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Identify Needs

▪  Ask open-ended questions 

▪  Allow the consumer time to explain their situation 

▪  Clarify concerns and gather relevant details 

▪  Identify immediate, short-term, and long-term needs 

▪  Consider barriers such as transportation, finances, language, or 

caregiver support 

▪  Confirm understanding before moving forward 
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Crisis or Urgent Call

Recognizing Urgent Situations:

▪ Immediate health or safety 
concerns

▪ Risk of harm to self or others

▪ Homelessness or lack of safe 
shelter

▪ Domestic violence or abuse

▪ Urgent medical or mental health 
needs

If a Call is Urgent:

▪ Stay calm and listen

▪ Identify immediate risk

▪ Connect to emergency 
resources if needed

▪ Follow agency protocol
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Active Listening

 Listen carefully

 Let the caller explain their 
situation

 Ask clarifying questions

   Confirm understanding
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Active Listening
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Clarifying Questions

▪ Can you tell me a little more about that?

▪ When did this issue begin?

▪ What type of assistance are you hoping 
to receive?

▪ Just to confirm, are you looking for 
services in your local area?

▪ Did I understand correctly that 
transportation is your main concern 
right now?
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Call Flow

• There is no wrong door

• The consumer drives the process

•  MassOptions serves as the front/main 
door, but consumers may move 
between organizations depending on 
their needs

• Referrals can move in both directions

• The goal is connection, not handoff
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Confirm Understanding

▪ Review referrals, information, and next steps with the 

consumer 

▪ Confirm understanding and answer questions 

▪ Clarify timelines, follow-up plans, and contact information 

▪ Provide additional support or explanation as needed 
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Thumbs Up  or Heart

Before we end, is there anything else I can 
help you with today?

A caller requests information about Meals on Wheels. You provide the phone 
number and website.  The caller says, "Okay, that's all I needed." The specialist 
thanks the caller and ends the call.
The call was closed appropriately.

In closing a call, the I&R Specialist informs the caller, 
“Okay, I provided you the phone number. Have a nice 
day.”
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Closing the Call

▪ Confirm referrals provided

▪ Ask if anything else is 
needed

▪ Thank the caller

▪ Example:
“Is there anything else I can 
help you with today?”
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I&R Topics
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Topics & Categories

Categories

Aging & Disability Resource Consortia (ADRC)

ASAP Services

Behavioral Health

Caregiving & Support Services

Complaints & Advocacy

Diversity & Cultural Services

Financial & Public Benefits

General Information & Referral

Health/In-home Services

Housing

Institutional  & Long-Term Care

Insurance  & Medicaid/MassHealth

Legal Services

Government Services

Medical Services

Nutrition & Delivery Services

Safety & Emergency Services

Transportation Services

Volunteering

▪  19 Categories to Link for 

Reporting Purposes

▪  Focus Groups & Surveying 

were completed by the field
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I&R Call Topic Guide

▪ 218 topics down to 126 topics (with 18 
new topics added)

▪ I&R Specialists utilize topics as the main 
reason a call came in

Program specific
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Topics Example

Caller:

Mrs. Jones, age 82, calls MassOptions because she is having 
difficulty getting to her medical appointments

During the conversation once sent to the ADRC Network, the 
Information & Referral Specialist learns that:

• She stopped driving six months ago

• She is struggling to prepare meals due to arthritis 

• She is worried about paying her electric bill

• Her daughter lives out of state and cannot assist 
regularly

Topics: 

• Transportation

• HDM’s
• Financial Assistance
• FCSP
• OC Referral
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Another Topics Example

A caller contacts your agency because they have a wheelchair, walker, and shower 
chair they no longer need and would like to donate the equipment to someone in 
need.

Topic:

• Donations - Use when the primary purpose of the contact is donating or 
receiving donated items, funds, or goods, including donated medical 
equipment.
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I&R or OC?

A caller contacts your agency looking 
for the phone number to apply for 
SNAP benefits.  The information is 

provided, and the caller states they do 
not need additional assistance.

A consumer has recently been 
discharged from the hospital and is 

overwhelmed by decisions about 
housing, home care, transportation, 

and financial assistance.  The 
consumer needs help exploring 
options and developing a plan.

 (or ) = Information & Referral (I&R)
 = Options Counseling (OC)

Answer: /  Information & Referral Answer:  Options Counseling
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I&R or OC? (Little Harder)

A caller requests information about 
transportation services and food 

assistance.  During the conversation, the 
caller states they are comfortable 

contacting the programs themselves 
and only wants phone numbers and 

eligibility information.

A consumer recently experienced a 
decline in health and is unsure whether 

remaining at home is still safe. The 
consumer wants to discuss home care, 

adult day health, moving in with family, 
and assisted living, and would like help 

identifying the best option based on their 
goals and circumstances.

 (or ) = Information & Referral (I&R)
 = Options Counseling (OC)

Answer: /  Information & Referral Answer:  Options Counseling
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Last One – I&R or OC?

A caller requests information about home-delivered meals.  During the 
conversation, they become emotional and explain that they are struggling to 
live independently, have no local supports, and don't know what services they 
may need.

Answer:  Options Counseling

 (or ) = Information & Referral (I&R)
 = Options Counseling (OC)
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Options Counseling (OC)
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OC Cycle

OC is designed to support informed decision-making and short-term coordination, not ongoing case management.
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OC Activities & Referrals (A&R) – Adding New
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OC A&R Basic Info

▪ Subject = What is trying to be done (free 
text field)

▪ Action = Name of the A&R

▪ Agency = <Your Agency>

▪ Provider = Options Counselor Assigned to 
consumer

▪ Status = Set to Not Started – will be 
changed to in progress and completed 
when done

▪ Status Date = Date A&R is being entered

▪ Due Date = Within 2 business days of 
receiving an OC referral.  OC session 
within 5 business days of the initial OC 
referral.  Follow-up within 5 business 
days of last OC counseling session.
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OC A&R - Changing Status
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Why Activities & Referrals (A&R) Matter

  Documents services provided

  Supports compliance & QA standards

  Tracks consumer needs and outcomes

  Improves continuity of care

  Supports reporting and funding

  Identifies service gaps and trends

  Strengthens person-centered service delivery
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Opening OC Care Enrollments

Field What to Enter

Level of Care State Programs

Service Program OC – Options Counseling

Care Program OC – Options Counseling

Application Date
Day the applicant reached out to your 

agency

Received Date
Day the OC acknowledged the new OC 

referral

Status Active

Status Date Day OC is completing data entry in A&D

Start Date
Date applicant was deemed eligible and 

opened under OC Program
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Why Closing Enrollments Matters

 Maintains accurate records

 Supports compliance & QA standards

 Improves reporting and data integrity

 Clarifies consumer outcomes

 Prevents inactive cases remaining open

 Reinforces appropriate OC service boundaries

 Supports efficient workflow management

Field What to Enter
Level of Care State Programs

Service Program OC – Options Counseling

Care Program OC – Options Counseling

Application Date
Day the applicant reached out to your 

agency

Received Date
Day the OC acknowledged the new 

referral

Termination Date Date consumer is closing out of OC

Status

Use Inactive when closing an OC case. 

Use Terminated only if consumer 

expired or moved out of 

Massachusetts

Status Date Day OC completes data entry in A&D

Start Date
Date applicant was deemed eligible 

and opened under OC Program

End Date Date consumer is closing out of OC
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Let’s Check In

 Thumbs Up = Yes, I 
have checked this site 

 Emoji Face = 
No, I have not checked 
or visited this site

 Raise Hand = I 
wasn't aware of this 
site
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Aging & Disability For Professionals
                                           Easier, Faster, Connected
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When To Use?

▪ Give you access the most current updates and resources in 

one place

▪ Locate training materials and key documents

▪ Go To Spot - primary communication platform that will also 

hold upcoming trainings, conferences, reports, learning 

management opportunities, newsletters, etc. 



Executive Office of Aging & Independence 41

Easy Access To Each Program

Links to Additional Pages – Click Away
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ADRC Resource & Update Hub

Any Suggestions?

Please enter in the Chat
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New Features
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Any Questions?
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Post Knowledge Check

https://forms.office.com/g/72jpxzPKk7



THANK YOU!

Thank you!

Community Programs 
Team
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