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Shaster 1: Ihe VMgt aad Viir of Adwocacy

lts Batiaitics
1s gensrul, advocecy ssams to embrace Or espowse & cowse amd/or to

plead in ancther perecn's defemse. Advocacy in an informstion and
refervel (liﬁ)mbrtﬁod‘ulyh.m-’oﬂ“cm. 1§
ssans to work and plead oo behalf of older pesple for services that are
oV ese-existast or wmsvaileble to theam. I ssowmdag advocacy as oms of
its functicus, the ceater uay:

« prese aa older individuals case vith amothar agsncy

. press aa ageacy for chamges in its policies sad procadures

o8 behalf of older pervoss usiag the ageacy

. press for changes ia publi: policy os bdehalf of all older

peocple ia the commmity

Durnoee of Advocacy

The purpose of advocacy in an I § R center is to obtain service
for older people vhere such sarvice is oot now svailasble to them or s
scn-existeat. This s related to the cemter's mission of liakiag older
pecple and services togsthar. As has already been indicated, there msy
be seversl resscas wiy edwocacy may be required. Aa older perece
bimself may be & bdarriar to the eerviice 'y needs. Ue may not be adle
to state his case 1in & wey thet will alicit an agency's favorsble
response; his sitwation may be too painful for his to discuse; be mmy
hsve difficuity puttiag his thoughts iato words; he may be confused sbout




factual (aformstion. On the other hend, the older person msy be unasble
to obtain an agency's services beceuse of poor worker practice. Agency
personnel may be unfemiliar with agency policy and programs or aay
iaterpret ageacy policy too narrcvly. They say not know how to inter-
viev to obtain informstion from him thet is oecessery for providing
service. The older pareon ceeds somscoe to speak on his behalf so that
he can obtain the service he useds regardless of whether he or the in-
dividual worker in an egency 1s the barriesr to these services.

Similarly, en older person may be prevented fros obtaining services
he oseds because of the wey an agency's progrras are administered. For
exgmple, people msy ds required to sppesr ia person at an agency's office
before they will be considered for service or even given info mation about
the agency’s servics. An agency may be hard to get to. It may not be
located near public tramsportatiom or 1f it s, bus service may be slow,
requiring long waits in the cold or rein. The older person needs someons
to act on his behalf to secure those changes in an agency's practice,
procedures, and policy that will enable him to obtain the services he needs.

In like maoner, older persons may be unable to obtain services
bacause public policy does not take their nseds into account. Public
policy may impose a standard of sub-poverty om older people or make it
iaposeible for them to secure adequate housing. Thus older people need
somsone to speak on their behalf to bring about those changes in pudblic
policy that will enable them to obtain provisions and services they need.

. 1 shott, advocacy is needed in au 7 & R center to bring about
thoss chaiges that are necessary to enable the center to link people
to saivices and provisions that are not now avasilable to them. There
are certain constrainte in the use of advocacy, however, of which you
mmst be svare. MNove will be eaid about this later.
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Chapter 2: Advocacy at Various levels

Advocacy in an I & R conter can begin almost any place in the
center's service. It can begin during information-giving 1if vou discover
that there is no service available for a particular problem. It can
begin with follow-up when you learn that linkage has failed. After the
cause of linkage failure has been determined, cesvtain kinds of action
might follow. These may include, by way of reviev:

. correcting or updating the resource file

. providing the older person with different or additiotsl
information about and/or referral to a different service

. providing the person with escort service

. correcting center or agency errors in regard to specific
cases

. record k:eping for planning and research purposes as
determined by the Administration on Aging

Thus, not all action resulting from follow-up will be advocacy.
Nouetheless, som: of it will be for the reasons al. .ady noted. How,

than, do you procead to become an advocate for the elderly and when?




Case Advocacy: Advocacy on Behalf of Individuals

You certainly will want to do whatever you can to obtain service
for the individuali person at the case level. Advocacy on behalf of
individuals at the case level begins with the returned referral form.
If a returned referral form shows that a person is not receiving, or did
not receive, service from the agency to which he was referred, and you
question the agency's action, call the worker at the agency to make an
inquiry regarding the agency's decision. Begin by first identifying
yourself and then indicate your reason for calling. Explain that you
are calling about a case that you had referred to the agency which was
not accepted for service, and that you wonder why. Allow the person
time to respond. Listen to what he says. If his response 1is not
consistent with the information you have in the resource file, tell him
so. This will give him an opportunity to correct the information you
have on hand or give you an opportunity to ask for an appointment to
discuss the case further with him. If this still leaves you dissatisfied
call his supervisor or agency director to press the issue further and
to interpret the needs of the person to him. If this still leaves the
client without service, however, check the agency's manual. You may
find that the agency is not as familiar with its own rules as you are,
or if 1t is, does unot abide by them. If so, present the agency with
your information. If this still fails to produce results for the older
person, advise him to take his case to the agency's appeal board and

from there, to court, i1f necessary.



Always be courteous. You may win your point through sheer
persistence which often pays off more than bombast and other attention-
getting tactics. Sometimes your efforts may cause amn agenc.y to take
another look at its rules and procedures or institute a new service or
program. At the same time, be aware of your own fallibility. You could

be pursuing a mistaken lead. If you are, acknowledge the fact and learn

from your experience.

Policy or Program Advecacy: ITo Secure Change in an Agency's Policy or
Procedures

Advocacy at the agency level begins with follow-up. For example,
you may discover in follow-up that many older people who have been
referred to a particular agency are not being seen by that agency for
service. It is not just a matter of one or two individuals who have no:
been seen, but several. In following-up with individual persons, you
may begin to see a pattern in their responses. The health clinic's
waiting room was full when they got there. There was no place to sit.
No one approached them to ask them to sit down. They waited awhile,
got tired,and left.

Or perhaps you referred several persons to an agency that claimed to
provide a homemaker service,only to find in follow-up that it ls a
companion service instead. Furthermore, you may learn that there was no
attempt to find out what the persons wanted when they called. They
were simply told that they had to come to the agency for en interview

before they would be given informaticn about the agency's servicss.




Then the gservice they wanted and for which they came was not there,
adding insult to injury.

When you find these kinds of situations occurring, call the agency
director immediately. Tell him what you have discovered in follow-up.
If your observation about his agency is correct and complete, he will
probably take steps to remedy the situation. It may be just a matter
of adding more chairs to the weiting room. On the other hand, he
may have to increase his staff to hzndle the clinic's business, plus
provide additional training to make his staff more sensitive to the
needs of older people. He may agree to inaugurate new practicess in
his agency to make it unnecessary for people to come to the cffice
before they can be comnsidered for service. In the end, the director
may feel impelled to make his word good and add the homemaker ger-
vice he said he offered.

These are the kinds of changes that an agency might undertake
‘o make services available for older people. All that may be required
from you is one phone call. Sometimes, though, you may have to work
harder. The director may ask you to appear before his board of dir-
ectors to tell them about the need for homemaker service, or he ﬁay
ask you to talk to his staif about the hardship the agency's practice
imposes on older people by requiring them to come to the office for
an interview before they can be considered for service. Remember,
persistence and courtesy are more likely to bring about the changes

you desire for older people than opern attack and antagonism.



Secial Msties' Mmeess & lasal. ata. sad Becienal lawals

Seoantione edvecary asy b0 escassary at leeal, stste, and asticsal
{evnls b erder » Vritag cbest changes i1a Jblle pelicy thet wil) edd
e poovisisss for elder sesple or mabs eaxistisng preovisicas evailghle
@ thas. Advesssy ot these liwvals say alse be sssessery te effect o
Samge 5 & gy ‘e policy or prastics, partisnlarly ia ceses where
wosaling o en agenry direstly cesms te have had little effact. Nevisg
oats chis, bovever, you dhould bovard of identifying recalcitramt agencies
ad thels éieeetors by name. This 15 wot recommnded as one of the
tactice to b0 wved Oy the camter. o stteck agiacies and directors opealy
wsnid howe serisus mpercwneises for the ceater. Thers are mamy better
wrPe to tohs octise (n the commmmity oa bdehalf of older pecple. They are
o follawm:
Seaacting 52 the Admiaistration en Acias aad Commmity

It tf cugne owt, for cyampls, that you were misteken about a person’s
eligibility fer an agancy’s service, the persom still mey be without the
ssrvice W neode. While you chbviowsly cemmot offer the pereon help that
will be Lmmedistaly beseficial to his, you can still take action on his
behalf. You csn and should record his situstion for mouthly reporting
te the Admiaistret! e ou Agiag. You also can send the same report to the
Sovepeper &0 oue way of reporting to the commmity about your linkage
ouscessas end fallures vhich, im effect, are ths commmity's successes
end fatlures too. Bafore doiag this, however, you should secure approval
frea the Adninistratics on Aging. Reporting, however, is one way of
erousiang ecommmity coucers, both locally and nationally.
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Sssakiag Bafore sod Vorcking ¥With Commmity Grouee
You can also speak to community groups sbout the needs of older
pecple and the failures 70u have eacountered in trying to link them
to services that will meet their needs. You cam also supply isportant
ianformstion to commmity groups about the problems in securing needed
provisions, and work with thase groups on areas of mutual conceru.

¥xiciag Iattexs to the Editor, Consissemen. and the President
Another wey to press for commmity action is by writing letters
to ths editor, to your congressmsn, and to the President. These letters
should be written out of your experiences in working with the elderly
and tha service systems which impinge on their well-being most directly.

Testifving Defore Official Bodies

Testifying bafore official bodias is another way that you can take
action in the commumity. Occasionally congressional committees hold
hearings in differemt parts of the country on different issues, such as
income maintenance or problems of the aged. If the issue being heard
has a bearing on the well-being of older people, and if the center has
knowledge and information relevant to the issue that it has accumulated
through its experiences, its testimony should be heard;

Legislative hearings at state and locsl levels serve the same
purpose as congressional hearings, at their respective levels. Again, if
the igssue is relew:rt to the concerns of the ceater and you have something
to contribute as a result of your eiperience and knowledge at the center,

you should do so.
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Chaptex ) - Constralints spd Limitations on Advocacy ip an I & R Csater

Ultimately you must make a decision about how far to go with advocacy
in an I & R cemter. What are soms of the constraining factors in using

sdvocacy? Evidence sesms to indicate that, vhile there are often few

objections to the goals of advocacy, there are serious objections to the

means that are somstimes used in its name, such as open confrontations,

meeting take-overs, demands of one kind or another, blackmai] , etc.

An 1 & R center would be remiss in its obligation and responsibility to
older people if it did not accept advocacy as its function and if it did
not press for action on behalf of older people at all levels. However,
certain cautions should be exercised, particularly by an agency, such
as the center, that depends or goverument monies and good interagency
relationships in both the voluntary and non-voluntary aectors for its

existence.

The Risk Involved

First of all, not every issue 18 worth a fight or is of equal
importance. Therefore, choose issues, tactics, and strategies that are
likely to yield the largest pay-offs. Some strategles are likely to
produce more positive results over the long haul than others. These
already have been described to you, such as calling the agenéy if you
question its decision about a person's case, being courtecus but
persistent in seeing the issue through, and enlisting the support and

help of community groups. Also, if you are always pressing a point,
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1f you are alwvays suspecting another agency's motives and actioms, if
you are always pitting the older person or center against the agency,
1f you take every opportumity you can to publicly embarrass another
agency, and if you are spending so much tims trying to right the wrongs
inflicted cu older people that you 20 longer are doing what you can to
link them to services that can help them, your motives and behavior may
be seriously questioned. Indeed, you may well be suspected of having
motives for being at the center that are inconsistent with the center's
purpose and mission. In addition, you may very well be jeopardizing

the well-being of older people by your attitudes and tactics.

Center's Image

Another constraining factor in the use of advocacy is the center's
image. If people call largely to register complaiats about community
provisions rather than to ask for information about them, the center may
not be projecting an image in keeping with its primary purpose. Further,
its use may be inhibited by people who may want and need information but
who do not especially want their situation to become a cause for the
center to espouse. The center is primarily a linkage agency, not a
complaing agency, nor is it a hall of justice where cases are heard,
}nvestigated,and vindicated. Such agencies, however, do exist. They
have been established and sanctioned by law to deal with people's com-
plaints. The center should refer to these agencies, but not'take over

their function.
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Time
Another constraining factor in the use of advocacy by the ceanter
is time. 1If you ave able to do the folloving, then you have no problem:

. press for favorable action on behalf of individuals
with agencies

. Prepare vritten and oral reports for community reporting,
community groups, and the newspaper

. write letters to the editor and your congressmen
. testify before official bodies

. speak to community groups about the service gaps into
which many older people fall

. fulfill your first obligation to provide older people
with information and refektral to commmity provisions
On the other hand, if you cannot assume the full range of advocacy
activities that have been described and at the same time fulfill your
obligation of providing I & R services to people who call, select those
advocacy activities that can be undertaken without undermining the center's
primary mission. Thus, the constraints on the use of advocacy in an I & R
center may be summarized as:
. time
. center image
. the stakes involved

. the possession of certain skills such as writing,
speaking, and working with community groups

14
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Shspter &t Qonclueisg

Advocacy in its various forms is the logical extension of follow-up
in an I & R center. While all activity resulting from follow-up will not
be advocacy, some of it necessarily will be, given the nature of human
and organizational behavior and arrangemsnts. Agency workers are not
infallible; they can and do make mistakes; moods can and do influence
their decisions on any given day. Similarly, agencies and other
institutions are alow to chaqgc; their wvays become set and their policies
and programs do not. always respond quickly to people's needs. Public
policy, if not actually pumitive, often reflects the attitudes of zroups
that are not always syapathetic to human plight.

The question, thenm, is not whether advocacy should be a part 2f an
I & R center's program. The question is, rather, to what degree and in
wvhich of its forms. The answer lies partially in the availabiiity of
staff time as well as in their knowledge and skills for engaging in
certain kinds of activities required by advocacy, such as speaking,
writing, and working with commmity groups. Part of the answer also
lies in the image desired for the center. Xf advocacy prevents pecple
from using the center for linﬁage to commmity services, then regardleés
.of how well the center might be performing otherwise, it has failed in
its mission. The desired outcome is a balance among the major services
that have been described, (information, referral, follow-up, outreach,
and adyocacy) each feeding into and strengthening the other to achieve
the one major purpose of the center's eéistence--to link people to
servicee they need.
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