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Description of the Current No Wrong Door System
Established in 2003, the mission of the Massachusetts Aging and Disability Resource Consortia (ADRCs) is to provide consumers, regardless of age, disability, or income, with No Wrong Door (NWD) access to LTSS services and information.  ADRCs offer information and referral services, Options Counseling and assistance with decision support, service planning, and consumer-directed options regarding long term services and supports (LTSS).  In Massachusetts, ADRCs aim to address each individual’s unique needs, goals, and choices to live independent lives in the setting of their choice regardless of age, disability, or income.  The Executive Office of Elder Affairs (EOEA) and the Massachusetts Rehabilitation Commission (MRC), administer the ADRC/NWD model in partnership with  twenty-seven (27) Aging Service Access Points (ASAPs); three (3) free-standing Area Agencies on Aging (AAAs) serving seniors age 60 and over;  and eleven (11) Independent Living Centers (ILCs) serving people of all ages with disabilities. 
As the core members of the regional ADRCs, ASAPs, AAAs and ILCs form each ADRC entity by entering into a Memoranda of Understanding (MOU) with each other, EOEA, and MRC.  The MOUs clearly articulate the overall relationship, expectations and points of accountability related to the ADRC initiative.  Each ASAP, AAA, and ILC offers accessible physical locations throughout the state.  
Across Massachusetts, there are 11 regionally-based ADRCs providing statewide coverage, including:

· ADRC of Berkshire County
· ADRC of Cape Cod and the Islands
· ADRC of Central Massachusetts
· ADRC of Pioneer Valley
· ADRC of Southeastern Massachusetts
· ADRC of the Greater North Shore
· ADRC of the Merrimack Valley
· Metro Boston ADRC
· MetroWest ADRC
· Southern Massachusetts ADRC
· Suffolk County ADRC



Description of ADRC Core Members (ASAPs, AAAs and ILCs)

Aging Services Access Points (ASAPs)
ASAPs were established by state statute (M.G.L. Ch. 19A §4B) as a one-stop entry point for individuals age 60 and over.  Their responsibilities include:  

· Information and referral services; 
· Intake;  
· Comprehensive needs assessments;
· Preadmission screening and clinical eligibility determinations for individuals seeking institutional and  community-based services,  including establishing clinical eligibility for the Home and Community Based Service waiver for elders;  
· Comprehensive service plan development based on the needs of the individual; 
· Arranging, coordinating, authorizing and purchasing community LTSS for individuals as indicated in their service plan; and 
· Monitoring the outcomes of and making periodic adjustments to their service plan. 

Agencies on Aging (AAAs)
AAAs were established by federal statute (42 U.S.C. §3025) to provide supportive and nutrition services for seniors.  In Massachusetts, AAAs are often, but not always, co-located with ASAPS.  
AAAs responsibilities include: 

· Evidence-based Health Promotion services;
· Information and assistance;
· Legal assistance;
· Nutrition services, including Congregate and Home Delivered Meals (i.e., Meals on Wheels);
· Outreach services;
· Services for family caregivers through the Family Caregiver Support Program (FCSP); and
· Transportation Services
      
Independent Living Centers (ILCs)
ILCs, which contract with the Massachusetts Rehabilitation Commission, operate throughout the state and provide services to people with disabilities.  Their responsibilities include:  

· Peer Counseling- a peer modeling approach that provides the opportunity to tap the experience of other people with disabilities who have successfully strived to lead productive and meaningful lives in their communities.  Peer counseling issues include:  personal growth, problem solving, socializing and other issues faced specifically by persons with disabilities;
· Skills Training- the acquisition of skills needed for living independently, such as how to find housing, Personal Care Attendant management, budgeting, self-advocacy or managing entitlements or benefits;
· Information and Referral- connections to support for people with  disabilities such as where to look for accessible housing, adaptive equipment, medical providers, legal assistance and a large number of other programs and resources; and
· Advocacy- helping persons with disabilities to know and assert their rights with, for example, the health care system, landlords, accessing financial benefits and in the community in general.
Accomplishments from the Massachusetts ADRC 5 Year Strategic Plan
Since the development of the 2011 Massachusetts ADRC 5 Year Strategic Plan, the 11 ADRCs in Massachusetts have collaborated to develop clear communication protocols, defined roles, responsibilities, and expectations to assure maximum involvement of ADRC member agencies and stakeholders throughout the strategic plan development process.   Accomplishments include:

· Identified and defined the membership and geographic boundaries of 11 regionally-based ADRCs covering all of Massachusetts;
· Implemented Options Counseling statewide across all 11 ADRCs;
· Implemented Options Counseling Standards of Performance;
· Developed IT interconnectivity between SIMS(Senior Information Management System the ASAPs data system and WILD (Web-based Independent Living Database/ILC IT data system) to improve communication and seamlessly make consumer referrals across the ADRC core member agencies;
· Defined and implemented MDS 3.0 Section Q protocols;
· Developed Options Counseling consumer satisfaction survey;
· Created local ADRC Membership teams and partnerships teams; and
· Formalized relationships with MCOs and within other Affordable Care Act Initiatives such as One Care (Massachusetts Integrated Care Model Duals Demonstration) and the Money Follows the Person (MFP) Demonstration (MFP Transition Entity contracts). 

ADRCs and Options Counseling Training
One way that ADRCs fulfill their mission is through Options Counseling.  ADRC entities employ Options Counselors to ensure that adults of any age, disability and income are provided with information and decision-support about LTSS.  This gives individuals the opportunity to evaluate their options and determine a plan of action that honors personal choice.   Options Counseling is provided and available in a home setting, other community settings, nursing facility, rehabilitation center and/or hospital, as well as via telephone and email.

Options Counseling Core Training
Options Counseling can be provided by staff exclusively hired for that function or by other trained ADRC agency partner staff including information and referral specialists, care managers, community transition staff, and nurses.  Options Counselors are required to complete a state-established training to ensure that staff with different backgrounds and experience has the range of knowledge and skills they need to work effectively with consumers across aging and disabilities.  The Options Counseling two-day core training is developed and instructed primarily by the EOEA and the MRC, in collaboration with program managers across the Executive Office of Health and Human Services.  The training educates participants about the range of LTSS and housing options for elders and people with disabilities.   Learning objectives include: (1) understanding the Options Counseling model in Massachusetts; (2) understanding the components and core competencies of Options Counseling and learning how traditional support planning differs from a consumer-focused approach; and (3) increasing knowledge of LTSS and housing options.  The core training includes core competencies and skills such as:  determining the need for Options Counseling; working with the consumer to help identify life goals, needs, values and preferences; providing decision-support; providing follow up; and understanding the full range of public and private sector resources.  
A number of training opportunities help counselors better understand their role and provides opportunity to apply their knowledge and skills using case studies.   In addition to the core training, Options Counselors are required to complete two online courses, specifically designed to increase their knowledge and skills in the areas of mental health and consumer control, direction and choice.  These trainings rely on a blended model which includes an in-person component to reinforce the online learning.    Options Counselors also receive ongoing training through the mandated ADRC cross-trainings which occurs at the local and regional level.   Additional trainings throughout the year cover new state and federal initiatives such as the new One Care program (Massachusetts Integrated Care Program for Dual Eligibles).

    
ADRCs and the Balancing Incentive Program
The ADRC’s goals and desired outcomes align with the Balancing Incentives Program and as such, Massachusetts has chosen to utilize the ADRCs as a core component of the BIP NWD system.  As stated in the 2011 ADRC Strategic Plan, ADRCs aim to:
· Increase awareness of and provide reliable information about LTSS;  
· Support individuals who need assistance in seeking services and making person-centered decisions; 
· Simplify and streamline an individual’s access to desired LTSS through “no wrong door” collaborative partnerships; and 
· Promote and embody principles of consumer-centeredness, self-direction, cultural competency, and accessibility.   
In order to meet these goals, ADRCs will continue to engage in the following activities:
· Information, Referral and Awareness; 
· LTSS Options Counseling and Assistance;  
· Supporting streamlined Eligibility Determinations for Public Programs; 
· Person-Centered Care Transitions; and, 
· Quality Assurance and Continuous Improvement.  
Anticipated Structural Changes and Enhancements
Massachusetts engaged in a stakeholder process to analyze the current ADRC system and evaluate changes required to meet BIP NWD requirements.  A number of key structural improvements were identified during the stakeholder engagement process.  Stakeholders that participated in the NWD Structural Change Workgroup voiced that the NWD concept is not widely known or understood by the general public, even though a NWD network has been operational in Massachusetts for many years.  Stakeholders also noted that ADRCs were primarily known for their work with elders and people with physical disabilities, but not other types of disabilities.  As a result of the stakeholder process and other assessment activities, a number of changes and enhancements are being explored to meet BIP structural requirements.  
Development of Referring Partnerships.  Massachusetts is examining approaches to better connect all the access points in the NWD system.  Since the public recognizes certain state agencies and community based organizations as entry points that serve individuals with LTSS needs, consumers naturally seek to access such services through these points of contact.  Such agencies include the Department of Veterans Services (DVS), Department of Mental Health (DMH), Department of Developmental Services (DDS), and Massachusetts Rehabilitation Commission (MRC).   For example, a family previously involved with DDS may return to the agency years later for additional LTSS support.    Agencies generally can help individuals find LTSS services for which consumers are eligible according to the agency’s requirements and that are within their purview.  However, staff within such agencies may have limited expertise or relationships to assist with access to other types of available LTSS.  Agency staff should be cross-trained in order to help connect with the public with appropriate services.  Since the public may seek to connect anywhere they see an opportunity for assistance, any LTSS system entry point must be prepared to respond appropriately.  Staff at state agencies, ADRC portals, and other community based organizations should be educated and cross-trained in order to acquire a fundamental understanding of the availability of LTSS, the sources of LTSS provision, and eligibility for services and entitlements.  Massachusetts plans to train these “referring partners” such as DVS, DMH, DDS, other state agencies, and community based organizations throughout the NWD system.  Referring partners will learn when and how to refer individuals who may contact them seeking LTSS and related services that are outside of the entity's scope. State agency front line staff as well as other staff at the referring partners will be instructed and cross trained to refer individuals across the NWD system to the appropriate source of support and eligibility determination.  For individuals within their scope, referring partners will receive further training on the coordination and completion of functional eligibility, financial eligibility for Medicaid, and enrollment into services, as needed.  
Training will include a description of agencies that are best equipped to serve discrete populations such as individuals with intellectual disabilities, mental health needs, or acquired brain injury and how to refer those individuals.  Training will also include the expansion and maintenance of ADRC inter-relationships across the fields of aging and disability.  Massachusetts will continue its work towards making progress in true functional integration and cooperation across all ASAPS, AAA’s and ILCs within each ADRC and across all eleven (11) ADRCs.   This additional training will enhance the skills and knowledge of Options Counselors and other ADRC staff who work directly with consumers in accessing LTSS.  
To assist its training efforts, Massachusetts is considering the development of online training courses.  Such courses would educate staff at ADRCs, State agencies, and other referring partners on how to appropriately refer individuals for LTSS.  The training could include individual modules and assessment for demonstration of competencies.  In addition to the online training course, Massachusetts may offer regionally-based in-person training.  Massachusetts plans to leverage existing training materials, which may include the Options Counseling curriculum and the National Person Centered Counseling Training. 
Informational  Resources.  Knowledge of existing options is crucial for an effective information and referral service.  Massachusetts plans to review and enhance if necessary existing resources in order to further develop strong and comprehensive databases of information about community LTSS available to ADRCs, state agencies and community organizations.  In addition, ADRC core partners will also be provided comprehensive information regarding the services provided by state agencies (and their specific mandates and expertise), and other referring partners.  
Website and Toll Free Phone Number.  Massachusetts engaged stakeholders in initial considerations of various web sites and information lines currently in operation in Massachusetts.  Feedback included concerns that certain options were either too elder-focused or disability-focused, and may not be ideal for all individuals with LTSS needs.  Other resources were aimed at professional Options Counselors, and not the general public.  Stakeholders all stressed the importance of ongoing stakeholder engagement and involvement in beta testing, particularly as Massachusetts assesses and determines which of the existing systems to enhance.  
Massachusetts is in the process of assessing current resources to determine which website and telephone service it can use as part of its efforts to achieve BIP-required structural changes.  One option is Massachusetts' 2-1-1 phone number and website.  2-1-1 is a website and toll-free phone number available statewide for Massachusetts residents seeking information on a number of different topics.  If 2-1-1 is selected, the website and phone service would need to be improved to highlight the NWD system partners, to include more LTSS information and to provide more training for 2-1-1 call center staff.    
Other options to consider for the website and toll free phone number include  the Massachusetts Aging and Disability Information Locator (MADIL) (website and access to a toll free number), 800AGEINFO (website and phone number), BenefitsCheckUp (website), as well as other statewide LTSS portals in Massachusetts.   The state will need to make improvements to any one of the existing portals to ensure NWD access for consumers across aging and disability to ensure web-based NWD access to LTSS. 
Overall, the goals of establishing a statewide NWD website and toll free phone number include ensuring that if the individual prefers to speak with someone on the phone, he/she can call the toll free number provided in advertising materials and on the website.  Call center staff will be trained to provide consultative services that include completion of an information and referral form, collection of basic information, which could be the basis of a future Level 1 screen.  In addition, staff will provide assistance with questions and at the request of the consumer, make a warm hand-off to an ADRC or other NWD system partner contact in the individual’s area.  The website will be section 508 compliant and contain all the necessary accessibility features for people who are blind and low-vision.  The  phone number will provide linguistically appropriate information to individuals with Limited English Proficiency, who are Deaf, or who experience limited English or health literacy.       
At this time Massachusetts is not planning to automate the Level I screen. However, the Commonwealth of Massachusetts is exploring the development of an anonymous Level I tool that individuals can complete at their convenience.  This tool would not be saved or forwarded to any agency, but would provide the individual with information regarding available service options, point them to appropriate applications for each service, and provide them with contact information to their local NWD.  Individuals could elect to print the results of the Level I screen and share it with ADRC or State agency staff. 
Marketing and Branding of the NWD System.  Because the NWD concept and services are not widely understood, Massachusetts will consider developing a marketing plan that will look at branding and publicizing the NWD System to the public, increasing recognition of and engagement with the NWD system.  The state’s goal is to develop branding options, test such options with consumers, establish a branding approach, and conceptualize and engage in a full marketing campaign to educate the public about the broader NWD system, as well as the website and toll free telephone numbers.    
Strengthen the Connection and Coordination of Financial and Functional Eligibility.  Financial eligibility for Medicaid community LTSS can be very complicated, and ADRC staff may need additional resources to help navigate issues that arise.  To address this issue, Massachusetts is exploring the option of using BIP funds to hire LTSS financial eligibility specialists.  These specialists would work within the MassHealth Enrollment Center system and provide technical expertise for ADRC and state agency staff.  This added capacity would help to navigate the eligibility process and strive to align the timing of functional determinations with financial determinations.  In addition, Massachusetts is considering implementing a requirement that NWD staff include individuals who are Certified Application Counselors (CACs) to provide comprehensive assistance with health care access.  Staff trained as CACs can provide support and advocate for individuals who need Medicaid benefits and, when appropriate, can coordinate with LTSS financial eligibility specialists. 
NWD Referral Process
Massachusetts residents will likely enter the No Wrong Door (NWD) system through three primary points:  the NWD website, the NWD 1-800 number, or directly through NWD partners.  NWD Partners include State agencies and ADRCs ( ILCs, ASAPs/AAAs).  At this time, Massachusetts has chosen not to automate the Level I screening, the Level II assessment, and the referral process between Level I screening, Level II assessment, and the NWDs.   Several enhancements will be made to facilitate coordination from entry point to completion of the Level I Screening, Level II/Functional Assessment and financial eligibility determination. 
Massachusetts NWD System:  Points of Entry
The path an individual takes to obtain LTSS will vary slightly by entry point.  Below is a description of the referral process from the point of entry to completion.  Each description includes Level I screening and Level II assessment, as well as financial eligibility determination. 
Website 
The NWD website will contain information about the resources available in Massachusetts including the range of community LTSS offerings, the 1-800 number and the contact information for NWDs, as well as a self-assessment questionnaire.  If the individual, after reviewing the website content, wants to pursue community LTSS they can call the 1-800 number or reach out to a NWD of their choosing for more information and completion of a Level I screening.   If the individual elects to complete a self-assessment they will be able to download or print the assessment and either bring it with them to meet in person with a NWD agency or send it via email.     
1-800 Number
For individuals accessing the NWD system via the 1-800 number, a qualified Customer Service Representative (CSR) at the call center will conduct a Level I screening.  The CSR, upon completion of the Level I screening, will review the community LTSS services and NWDs close to the consumer’s community.  At the consumer’s request, the CSR will make a referral to the NWD of the individual’s choosing and transmit the Level I information to the NWD designee.   Referrals will be made via secure email, phone or fax.  The training curriculum developed will contain procedures that describe the referral and information exchange processes.  
NWD- ADRC
Individuals can access ADRCs by phone, email or in person.  In circumstances in which the individual accesses the NWD system directly (either by phone or in person) through a NWD-ADRC, NWD staff will conduct a Level I screening.    If the results of the Level I screening indicates that the individual is potentially eligible for community based LTSS, a Level II/Functional Assessment will be conducted while simultaneously triggering a financial eligibility determination in coordination with a community LTSS Financial Eligibility Specialist at MassHealth.  If the results of the Level I screen indicate a need to refer to a State agency, the NWD will make the referral to the appropriate agency and transmit the Level I screening information to that agency via secure email, phone or fax.    If the results of the Level I screening indicate that the individual is unlikely to be eligible for Medicaid community-based LTSS,  the NWD will connect the individual with an Options Counselor who will assist the individual in identifying other service options.   
NWD- State Agencies
Individuals can access State agencies by phone or in person.  If the individual accesses the NWD system through a State agency, staff from that agency will be responsible to conduct a Level I screen, similar to the process described above.  If the Level I screen conducted by the State agency indicates that they are potentially eligible for community based LTSS as well as that State agency’s services, that State agency will continue the process and conduct and complete the Level II assessment and work with a LTSS Financial Eligibility Specialist to coordinate financial eligibility assessment and determination.  If the Level I screen indicates that they are potentially eligible for community based LTSS but not the State agency services, a referral will be made to an ADRC and the results of the Level I screen will be sent via email or secure fax.  
Alternatively, for circumstances in which the Level I screen results indicate ineligibility for Medicaid community based LTSS, the State agency staff will put the individual in contact with an Options Counselor.  

Training and Hand-offs
All intake specialists, Customer Service Representatives, and NWD staff will receive comprehensive cross-training on the spectrum of community LTSS available across the NWD system. A list of intake specialist contacts and/or site contacts will be available online for all NWD referring partners to use when referring consumers to NWD partners throughout the system. The 1-800 number will be equipped to facilitate warm hand-offs (transferring the line) to partner NWDs during regular business hours. CSRs will offer to email the appropriate NWD entity regarding consumer inquiries.  This will trigger a follow-up by NWD staff during the ensuing regular business hours. 
Intake specialists, CSRs, and NWD staff will be engaged to help determine and document the protocols for hand-offs and transmitting the results of Level I screenings to one another.  The protocols will include preferred format for transmittal, and the selection of a point of contact at each entity to coordinate incoming information.  
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NWD Entities and NWD System Partners 
	ADRC
	Member Agencies  * Lead Agency (LA)
	ADRC Service Area

	Berkshire County
	1.  Elder Services of Berkshire County, Inc. (LA)
66 Wendall Ave.
	Adams, Alford, Becket, Cheshire, Clarksburg, Dalton, Egremont, Florida, Great Barrington, Hancock, Hinsdale, Lanesborough, Lee, Lenox, Monterey, Mount Washington, New Ashford, New Marlborough, North Adams, Otis, Peru, Pittsfield, Richmond, Sandisfield, Savoy, Sheffield, Stockbridge, Tyringham, Washington, West Stockbridge, Williamstown, Windsor

	
	Pittsfield , MA 01201
	

	
	V: (413)499-0524  TTY:  (413)499-9764

	

	
	2.   Ad-Lib Center for Independent Living
	

	
	215 North Street
	

	
	Pittsfield, MA 01201
	

	
	V: (413)442-7047  TTY: (413)442-7158

	

	Cape Cod and the Islands
	1.  Elder Services of Cape Cod and the Islands, Inc. (LA)
	Aquinnah, Barnstable, Bourne, Brewster, Chatham, Chilmark,  Dennis, Eastham, Edgartown, Falmouth, Gosnold, Harwich, Mashpee, Nantucket, Oak Bluffs, Orleans, Provincetown, Sandwich, Tisbury, Truro, Wellfleet, West Tisbury, Yarmouth

	
	68 Rte. 134
	

	
	South Dennis, MA  02660
	

	
	V: (508)394-4630  TTY: (508)394-8691

	

	
	2.  Cape Organization for the Rights of the Disabled (CORD)
106 Bassett Lane
Hyannis 02601
V/TTY: (508)775-8300 V/TTY: (800)541-0282







	

	Central Mass
	1.   Montachusett Home Care Corporation (LA)
Crossroads Office Park
680 Mechanic St., Suite 120
Leominster  01453
V: (978)537-7411  TTY: (978)514-8841


	Ashburnham, Ashby, Athol, Auburn, Ayer, Barre, Bellingham, Berlin, Blackstone, Bolton, Boylston, Brookfield, Charlton, Clinton, Douglas, Dudley, East Brookfield, Fitchburg,  Franklin, Gardner, Grafton, Groton, Hardwick, Holden, Hopedale, Hubbardston, Lancaster, Leicester, Leominster, Lunenburg, Medway, Mendon, Milford, Millbury, Millville, New Braintree, North Brookfield,  Northborough, Northbridge, Oakham, Oxford, Paxton,  Pepperell , Petersham, Phillipston, Princeton, Royalston, Rutland, Shirley, Shrewsbury, Southbridge, Spencer, Sterling, Sturbridge, Sutton, Templeton, Townsend, Upton, Uxbridge, Warren, Webster, West Boylston, West  Brookfield, Westborough, Westminster, Winchendon, Worcester  (Harvard remains in Center for Living and Working’s service area for non-ADRC activities)

	
	2. Center for Living and Working
	

	
	484 Main St., S-345
Worcester, MA 01608
	

	
	 V/TTY: (508)798-0350

	

	
	3. Central Massachusetts Agency on Aging
360 W. Boylston St.,
W. Boylston 01583
 V: (800)244-3032  TTY: (508)852-5425
	

	
	4. Elder Services of Worcester Area, Inc.
67 Millbrook St.
Worcester, MA  01606
V: (508)756-1545  TTY: (508)792-4541

	

	
	5. Tri-Valley, Inc.
 10 Mill St., Dudley  01570
 V: (508)949-6640/ TTY: (508)949-6654




	

	ADRCGNS, Inc.
	1.  North Shore Elder Services, Inc. (LA)
152 Sylvan St.
Danvers, MA  01923
V: (978)750-4540  TTY: (978)624-2244

	Beverly,  Danvers, Essex, Gloucester, Hamilton, Ipswich, Lynn, Lynnfield, Manchester, Marblehead, Middleton, Nahant, Peabody, Rockport, Rowley, Salem, Saugus, Swampscott, Topsfield, Wenham (Melrose, North Reading, Reading, Stoneham, Wakefield remain in the ILCNSCA service area for non-ADRC services)

	
	2. Elder Service Plan of the North Shore (PACE)
37 Friend St.
Lynn 01902
V: (781)715-6600

	

	
	3.  Greater Lynn Senior Services, Inc.
8 Silsbee St.
Lynn, MA 01901
V: (781)599-0110  TTY: (781)477-9632

	

	
	4. Independent Living Center of the North Shore & Cape Ann 
27 Congress St., Suite 107
Salem, MA  01970
V/TTY: (978)741-0077

	

	
	5.  North Shore Career Center
70 Washington St., 1st floor
Salem, MA  01970
V: (978)825-7200

	

	
	6.  SeniorCare, Inc. 
5 Blackburn Center
Gloucester, MA 01930
V: (978)281-1750  TTY: (978)282-1836
Satellite Office:  Cummings Center,  Ste. 106-H
Beverly, MA 01915
	

	Merrimack Valley
	 1. Elder Services of the Merrimack Valley, Inc. (LA)
Riverwalk Building # 5
360 Merrimack St.
Lawrence, MA 01843
V: (978)683-7747  TTY: (800)924-4222
	Amesbury, Andover, Billerica, Boxford, Chelmsford, Dracut, Dunstable, Georgetown, Groveland, Haverhill,  Lawrence, Lowell, Merrimac, Methuen, Newbury, Newburyport, North Andover,  Salisbury, Tewksbury, Tyngsboro, Westford, West Newbury (Rowley remains in Elder Services for Merrimack Valley’s service area for non-ADRC services); (Littleton remains in Northeast Independent Living Program’s service areas for non-ADRC services)

	
	2. Northeast Independent Living Program
20 Ballard Rd.
Lawrence, MA 01843
V/TTY: (978)687-4288
	

	Metro Boston
	1.  Minuteman Senior Services, Inc. (LA)
26 Crosby Dr.
Bedford, MA 01730
V:(781)272-7177  TTY: (781)275-1285
	Acton, Arlington, Bedford, Belmont, Boxborough,  Brookline, Burlington, Cambridge, Carlisle, Concord, Everett,  Harvard, Lexington, Lincoln, Littleton, Malden, Maynard, Medford,  Melrose, Needham, Newton,  North Reading, Reading, Somerville, Stoneham, Stow, Wakefield, Waltham, Watertown, Wellesley, Weston, Wilmington, Winchester, Woburn (Braintree, Canton, Dedham, Milton, Norwood, Quincy, Randolph, Sharon, Walpole, Westwood, and Weymouth remain in Boston Center for Independent Living’s service area for non-ADRC services)

	
	2.  Boston Center for Independent Living
60 Temple Pl., 5th fl.
Boston, MA 02111
V: (617)338-6665  TTY: (617)6662
	

	
	3.  Mystic Valley Elder Services, Inc.
19 Riverview Business Park
300 Commercial St.
 Malden, MA 02148
V: (781)324-7705  TTY: (781)321-8880
	

	
	4. Somerville/Cambridge Elder Services, Inc.
61 Medford St.
Somerville, MA 02143
V: (617)628-2601  TTY: (617)628-1085
	

	
	5. Springwell
307 Waverly Oak Rd., Suite 205
Waltham, MA 02452
V: (617)926-4100  TTY: 617)926-5717
	

	Metro West
	1. BayPath Elder Services, Inc. (LA)
33 Boston Post Rd.
Marlborough, MA 01752
V: (508)573-7200  TTY: (508)573-7282
	Ashland, Canton, Dedham, Dover, Foxborough, Framingham,  Holliston, Hopkinton, Hudson, Marlborough, Medfield, Millis, Natick, Norfolk, Norwood, Plainville, Sharon, Sherborn, Southborough, Sudbury, Walpole, Wayland, Westwood, Wrentham (Northborough and Westborough remain in BayPath’s service area for non-ADRC services)(Bellingham, Franklin,  Maynard, Medway, Needham, Stow, Wellesley, and Weston remain in Metrowest Center for Independent Living’s service area for non-ADRC services)



	
	2. HESSCO Elder Services (Health & Social Services Consortium)
One Merchant St.
Sharon, MA  02067
V/TTY: (781)784-4944
	

	
	3.  Metro West Center for Independent Living
280 Irving St. 
Framingham, MA 01702
V/TTY: (508)875-7853
	

	Pioneer Valley
	1.  Greater Springfield Senior Services, Inc. (LA)
66 Industry Ave., Suite 9
Springfield, MA 01104 
V: (413)781-8800  TTY: (413)781-0632
	Agawam, Amherst, Ashfield, Belchertown, Bernardston, Blandford, Brimfield, Buckland, Charlemont, Chester, Chesterfield, Chicopee, Colrain, Conway, Cummington, Deerfield, Easthampton, East Longmeadow, Erving, Gill, Goshen, Granby, Granville, Greenfield, Hadley, Hampden, Hatfield, Hawley, Heath, Holland, Holyoke, Huntington, Leveret, Leyden, Longmeadow, Ludlow, Middlefield, Monroe, Monson, Montague, Montgomery, New Salem, Northampton, Northfield, Orange, Palmer, Pelham, Plainfield, Rowe, Russell, Shelburne, Shutesbury, South Hadley, Southampton, Southwick, Springfield, Sunderland, Tolland, Wales, Ware, Warwick, Wendell, West Springfield, Westfield, Westhampton, Whately, Wilbraham, Williamsburg, Worthington (Athol, Petersham, Phillipston, and Royalston remain in Franklin County Home Care’s service area for non-ADRC services)

	
	2. Franklin County Home Care Corp.
330 Montague City Rd.
Turner Falls, MA 01376
V: (413)773-5555  TTY: (413)772-6566
	

	
	3.  Highland Valley Elder Service Center, Inc.
320 Riverside Dr. ,  Suite B
Florence,  MA 01062
V: (413)586-2000  TTY: (413)585-8160
	

	
	4.  Stavros Center for Independent Living, Inc.
210 Old Farm Rd.
Amherst, MA 01002
V/TTY: (413)256-0473
	

	
	5.  WestMass Elder Care, Inc.
4 Valley Mill Rd.
Holyoke, MA 01040
V: (413)538-9020  TTY: (800)875-0287
	

	Southern Mass
	1.  Old Colony Elder Services, Inc. (LA)
144 Main St.
Brockton, MA  02301
V: (508)584-1561  TTY: (508)587-0280
	Abington, Avon,  Braintree, Bridgewater, Brockton, Carver, Cohasset, Duxbury, East Bridgewater, Easton, Halifax, Hanover, Hanson, Hingham, Holbrook, Hull, Kingston, Mansfield, Marshfield, Middleborough, Milton,  Norton, Norwell, Pembroke, Plymouth, Plympton, Quincy, Randolph, Raynham, Rockland, Scituate, Stoughton, Taunton, West Bridgewater,  Weymouth, Whitman

	
	2.  Bristol Elder Services, Inc.
1 Father DeValles Blvd., Unit 8
Fall River, MA 02773
V: (508)675-2101  TTY: (508)646-9704
	

	
	3. Independence Associates
141 Main St., 1st fl.
Brockton, MA 02301  
V:  (508)583-2166
	

	
	4. South Shore Elder Services, Inc.
1515 Washington St.
Braintree, MA 02184
V: (781)848-3910  TTY: (781)356-1992
	

	Southeastern Mass
	1.  Bristol Elder Services, Inc. (LA)
1 Fathers DeValles Blvd., Unit 8
Fall River, MA 02773
V: (508)675-2101  TTY: (508)646-9704
	Acushnet, Attleboro, Berkley, Dartmouth, Dighton, Fairhaven, Fall River, Freetown, Lakeville, Marion, Mattapoisett, New Bedford, No. Attleboro, Rehoboth, Rochester, Seekonk, Somerset, Swansea, Wareham, Westport (Gosnold remains in Coastline’s service area for non-ADRC services)


	
	2.  Coastline Elderly Services, Inc.
1646 Purchase St.
New Bedford, MA 02740
V: (508)999-6400  TTY: (508)994-4265
	

	
	3.  Old Colony Elder Services, Inc.
144 Main St.
Brockton, MA 02301
V: (508)584-1561  TTY: (508)587-0280
	

	
	4.   Southeast Center for Independent Living
66 Troy St.
Fall River, MA 02720
V/TTY: (508)679-9210
	

	Suffolk County
	1.   Boston Center for Independent Living (LA)
60 Temple Place, 5th fl.  
Boston, MA 02111
V:  (617)338-6665
	Boston, Chelsea, Revere and Winthrop

	
	2.  Boston Senior Home Care, Inc.
89 South St., Lincoln Plaza, Suite 501
Boston, MA 02111
V: (617)451-6400  TTY: (617)695-0437
	

	
	3.  Central Boston Elder Services, Inc.
2315 Washington St.
Boston, MA 02119
V: (617)277-7416  TTY: (617)277-6691
	

	
	4.  Chelsea/Revere/Winthrop Elder
Services, Inc.
100 Everett St. Unit 10
Chelsea, MA 02150
V: (617)884-2500  TTY: (617)800-439-0183
	

	
	5.   Ethos, Inc.
555 Amory St.
Jamaica Plain, MA  02130
V: (617)522-6700  TTY: (617)524-2687
	

	
	6.  Commission on the Affairs of the  Elderly  (Boston City Hall) *Area Agency on Aging (AAA)
One City Hall Plaza, Rm. 271
Boston, MA 02201
V: (617)635-4366  TTY: (617)635-4599
	





	State Agency Partners   *Some state agencies have regional and/or area offices

	Department of Developmental Services

	Central Office
500 Harrison Avenue
Boston, MA

	Massachusetts Rehabilitation Commission 

	MRC Administrative Office
600 Washington Street
Boston, MA 02111

	Massachusetts Commission for the Deaf and Hard of Hearing 

	Executive Office
600 Washington Street
Boston, MA 02111

	Massachusetts Commission for the Blind 

	MCB Boston Office
600 Washington Street
Boston, MA 02111

	Department of Mental Health

	Central Office
25 Staniford Street
Boston, MA 02114

	Executive Office of Elder Affairs

	One Ashburton Place, Fifth Floor
Boston, MA 02108

	MassHealth, Executive Office of Health and Human Service

	One Ashburton Place, 11th Floor
Boston, MA 02108

	Department of Public Health

	250 Washington Street
Boston, MA 02108

	Department of Veterans’ Services                                                                                                                                                                                               600 Washington St., 7th Floor
Boston, MA 02111



	Community Based Organization Partners[footnoteRef:1] [1:  The community based partners represented in this list include both community based organizations and community based providers and provider organizations] 


	Accountable Care Organizations
	Empower
	Occupational / Physical Therapy

	Adult Day Programs
	Emergency Homeless Programs
	Other Employment Services Agency or Organizations

	 Adult Protective Services
	Emergency Preparedness Programs
	PACE Programs

	 Advocates Inc.
	Emergency Management Municipal and/or Regional  Organizations
	Physician Practices

	Alternative Residential
	Faith Based Organizations
	Respite Programs

	 Alzheimer’s Association 
	 Fraternal Organizations
	Senior Care Organizations (SCO)

	Alzheimer’s Services
	Health Care Centers
	Senior Companion / Foster Grandparent

	ARC of Massachusetts or local ARC Organization
	Home Care Agency/VNA
	Senior Housing / NORC / Supportive Housing

	ASAP Service Provider network
	 Homeless / Women’s Shelter
	Shelters

	Association of Developmental Disability Providers (ADDP)
	  Mass Hospital Association
	Transformation

	Brain Injury Association of MA
	 Hospital Discharge Planners
	Transportation Services Agency or Organization

	Chamber of Commerce
	Housing Development / Authorities / Advocacy Organizations
	Traumatic Brain Injury and Acquired Brain Injury Services Organization or Association

	Charitable Organizations / Foundations
	Integrated Care Organizations 
	Workforce Investment Board

	Community Based Flexible Supports Providers
	Independent Practitioners 
	YMCA

	Dialysis Providers
	 LGBT agencies / services
	Veterans Health Services administration or Medical / Health Center

	Disability Specific Organizations
	Legal Services / Elder Law & Disability 
	Vocational /employment services

	 Disease Specific Organizations
	Local Disability Commissions
	

	Easter Seals
	Nursing Facility / Social workers / Discharge Planners
	



NWD System- Person Flow Diagrams
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Scenario 2
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