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Planning and Service Area Map 
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Introduction 
 

Highland Valley Elder Services, Inc. (HVES) was founded in 1975 as a private, nonprofit 501 (c) 
(3) organization, to plan, coordinate and provide information, resources and services to older 
adults, caregivers and family members in 24 towns representing Hampshire and Hampden 
counties in Western Massachusetts. 
 
As of October 1, 2013, our Board of Directors is composed of 26 members representing our 
service area communities.  These members include Members at Large and Council on Aging 
representatives. 
 
Highland Valley’s service area includes the following cities and towns: Amherst, Blandford 
Chester, Chesterfield, Cummington, Easthampton, Goshen, Granville, Hadley, Huntington, 
Middlefield, Montgomery, Northampton, Pelham, Plainfield, Russell, Southampton, Southwick, 
Tolland, Westfield, Westhampton, Williamsburg and Worthington. 
 
Highland Valley is a designated Aging Service Access Point (ASAP) by The Executive Office of 
Elder Affairs of the Commonwealth of Massachusetts and an Area Agency on Aging (AAA) 
under federal designation.  The AAA Advisory Council provides guidance, oversight, program 
development, recommendations and on-site quality monitoring regarding the review and 
selection of the federal funding awards each year.  Highland Valley joined with Franklin County 
Home Care Corporation (FCHCC), Greater Springfield Senior Services, Inc. (GSSSI), WestMass 
Elder Care (WMEC) and Stavros Independent Living Center to form the Pioneer Valley Aging 
and Disability Resource Consortium (PVADRC). 
 
Highland Valley’s original mission was to “Promote Community Living for People over 60” 
with goals of “delivering quality and cost efficient services” and “assuring a network of 
coordinated and comprehensive local service systems” and provide “Quality Long Living”.  The 
mission statement has evolved over the years and was most recently updated during Fiscal Year 
2013 and at that time a Diversity Statement for the agency was also completed. 
 
The following is our current Mission:  Highland Valley Elder Services serves older adults and 
their families through collaboration, education, advocacy and a range of programs designed to 
support them where they live. 
 
Highland Valley’s staff of 79 is able to fulfill the agency’s mission by providing the following 
programs and services: Information and Referral, Options Counseling, Family Caregiving, Home 
Care and Case Management, Personal Care, Respite Care, Nursing Assessments, Comprehensive 
Screening Service Model (CSSM), Clinical Assessment and Eligibility (CAE), Protective 
Services, Nutrition through Home Delivered Meals and Congregate Meal Sites, Advocacy by the 
Ombudsman Program, Money Management, Money Follows the Person, Supportive Housing, 
and Stanford Model Healthy Aging Programming.  Volunteers assist and are integral 
components as Home Delivered Meals Drivers, and participate in the Money Management and 
the Ombudsman Programs.  (See Appendix I for descriptive list of programs.) 
 
As an Area Agency on Aging, Highland Valley, provides Older Americans Act/Title III  
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programs that include Community Support, Information and Referral, Congregate and Home 
Delivered Meals, Caregiver Support, Money Management Program, Long Term Care 
Ombudsman, and Title III grants. 
 

Diversity Statement 
 

Highland Valley serves people throughout our communities with compassion.  We honor diverse 
experience and identities as we strive to provide the best possible service. 

 
History 

 
Highland Valley service provision began in 1975 as a Home Care Corporation, the result of a 
State cabinet position created to develop community and long term care service for elders.  In 
1997 and 2008 Highland Valley received ASAP designation.  Highland Valley covers 600 square 
miles and has communities with vast differences in population, cultural diversity and community 
needs.  Highland Valley represents and offers services and resources to approximately 20,443 
elders over age 65.  This represents about 2% of the statewide population over age 65.  Our 
smallest community of Middlefield has approximately 55 consumers over the age of 65 and the 
City of Westfield has approximately 8,000 consumers over the age of 65.  Given these vast 
differences, Highland Valley strives to offer resources to persons over age 60 and their families 
in these respective communities.  The average age of our consumers receiving services is 80.3 
years of age; this has risen from 78.8 in 1997.  With the advent of the Aging and Disability 
Resource Consortium (ADRC) activity across the state and nationally, we have been expanding 
our horizons to understand and to offer resources and services to consumers with disabilities and 
to those consumers under age 60 with identified need for services and resources. 
 
Highland Valley has evolved into a regional leader in the provision of long-term community 
services for seniors, caregivers and adults with disabilities who live at home.  Highland Valley 
Elder Services is committed to providing quality consumer services.  HVES is dedicated to 
empowering and supporting consumers to live with dignity and independence in the community.  
This is a direct reflection of the agency’s mission. 
 
The majority of Highland Valley’s programs are provided under a contract with the 
Massachusetts’ Executive Office of Elder Affairs (EOEA), as an Aging Services Access Point 
(ASAP), to provide services to frail, low-income elders in 24 towns in Hampshire and Hampden 
counties, who meet financial and clinical eligibility.  Other funding is provided through a 
contract with EOEA that designates Highland Valley as an Area Agency on Aging (AAA). 
 
Highland Valley’s Home Care Resource Department is responsible for the information and 

referral components of the agency.  Three specialists respond to all requests for 
information and services.  They are responsible for handling all of the intakes for Home 
Care, Senior Care Organizations (SCO), One Care, Home Delivered Meals, Money 
Management, and Protective Services.  The staff work closely with databases, including 
800AGEINFO, and paper resources to be able to respond to inquiries regarding local, 
statewide and national resource and service information.  In addition they provide 
Options Counseling and Family Caregiving services as identified.  Each year they handle  
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1,000 intakes (home care, protective services and nutrition) and approximately 2400 resource 
calls of inquiry. 

 
Highland Valley’s Nutrition Department provides daily hot, nutritious meals that are cooked 

and prepared in our own kitchen in Northampton and then delivered to 15 congregate 
meal sites.  Given our challenging geography, some congregate sites operate daily and 
others operate less frequent daily schedules.  Most home delivered meal consumers 
receive meal delivery on a daily basis, but we do have several frozen routes that were 
developed with a goal to reduce transportation costs.  These consumers receive frozen 
meals at designated intervals during the week.  This year we were able to incorporate the 
new breakfast program into seven (7) COA/meal sites representing some of our larger 
communities as well as hilltown communities.  The new breakfast program began in the 
fall of 2013 and during the first six months 1,951 individuals took advantage of this 
program.  During FY13 we provided 112,164 home delivered meals, 31,579 congregate 
meals and 21,295 frozen meals.  Intensive preparation is given in the development of our 
menu to meet RDA requirements.  We offer diabetic meals in addition to our regular 
meal.  The menu is designed to utilize commodity products that are available to us, but 
ultimately to offer meal recipients a hot nutritious meal.  We have established 
relationships with our local farms and are able to offer fresh fruits and vegetables as 
essential ingredients into the menu planning and also for composition of the brown bag 
distribution.  The Nutrition Project Council (an advisory council) meets regularly and 
offers feedback regarding the meals received. 

 
Highland Valley‘s Home Care Resource/Family Caregiving Specialist offers family 

caregiving counseling to identified caregivers through self-referral and others identified 
by staff and professional referrals.  This is an important and crucial resource program and 
each year we conduct and provide approximately 100 referrals.  Caregivers are 
community-based or are known caregivers who are connected to Home Care and 
Protective Service consumers receiving services.  In addition, we have designated monies 
for family caregiving awards, one time awards of $500 for caregivers to use for respite 
services or supplemental supports.  Monies provide relief to caregivers.  Each consumer 
must sign a contract with the agency and complete a log identifying the value and support 
that the monies will serve to them as the caregiver.  The comments and stories that are 
told illustrate the value and impact for the caregiver. 

 
  One of our current goals is to get our specialist trained in Powertools for Caregivers so 

that we can offer this resource to the community.  Two times each year we host a 13- 
week series for caregivers who are caring for consumers with dementia.  Staff are 
involved with the formal presentations of different educational components.  This 
illustrated the need for additional caregiver support groups. We currently have two 
grantees that provide caregiving support service. 

 
  For the past two years we have been involved with the Northampton Council on Aging 

and Franklin County Home Care in a joint effort to raise monies through a yearly 
acapella concert held  the 2nd weekend in November for the Neil McManus Fund.  This 
fund distributes the raised dollars and allows the three partners to offer a scholarship to a  
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  known caregiver.  Last year we each were able to award $1000 to a caregiver who kept a 
promise to her dad that his wife, her mom, who had dementia would be able to live out 
the rest of her life in her own home. The entire family attended and honored the 
caregiver. 

 
Highland Valley’s Long-Term Care Ombudsman Program covers eleven nursing facilities 

and rest homes.  Volunteers are the essential component of this program.  Certified 
ombudsman volunteers work with residents and their families to help ensure the highest 
quality of life for residents.  Ombudsman volunteers visit facilities regularly to visit, 
advocate and advise residents of their rights and to investigate any complaints or 
concerns regarding care.  Highland Valley hosts the required three day training at a 
minimum of one time each year and sends interested volunteers to local ASAPs to fulfil 
their training obligations. 

 
Highland Valley’s Money Management Program offers home- based money management 

services to elders having difficulty with budgeting, managing their checking accounts, 
paying routine bills and keeping track of financial matters.  Trained volunteer money 
managers (28) assist consumers in managing their financial affairs through bill paying 
(16), budgeting and representative payee services (30). 

 
  In June of 2013, the Money Management Program was awarded a one year grant by the 

Financial Literacy Trust Fund to promote financial literacy.  Over the course of the year 
four communities were identified (Westfield, Easthampton, Amherst and the hilltown 
community of Huntington) where 20 consumers were able to participate in a three session 
training to improve their skills regarding their personal financial literacy and 
understanding to manage independently their own finances.  In addition, nine money 
manager mentors were trained.  This grant was one of two awarded across the state.  The 
grant has been successfully completed and we will continue to work conducting trainings 
to support financial literacy. 

 
Healthy Aging Programs - Evidenced Based Programs.  Highland Valley has been involved    

with the Healthy Aging Programs since their introduction in Massachusetts through Elder 
Services Merrimack Valley.  Highland Valley participated in getting a Master Trainer in 
the Chronic Disease Self-Management Program (CDSMP).  Highland Valley secured its 
first license for CDSMP in 2006 and has had several licensures through Stanford 
University and more recently transferred with a Memorandum of Understanding to be 
under the Healthy Living Center of Excellent at ESMV.  In 2008, we trained eight leaders 
for CDSMP, one of whom is still active.  Maintaining leaders and Master Trainers is a 
challenge. 

 
  We are able, at a minimum to conduct 4-6 workshop series.  During the past two years 

we have worked collaboratively with two Outreach Workers at the Hilltown Health 
Centers in Worthington and Huntington.  Their hilltown presence has increased the 
knowledge of the programs and reinforced the referrals and eventually the success of the 
hilltowns programs.  Since the inception of our involvement with the Healthy Aging 
Programs, we have conducted information sessions, and/or “session zero sessions” to  
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  promote interest with limited success.  At the current time (June 2014), the two outreach 
workers funding will conclude July 1st.  Additional grants have been written to continue 
their work, but funding is uncertain at this time.  The leaders are committed to the 
programs and plan to continue on as volunteers. 

 
  During the spring of FY13, we offered a CDSMP program for our staff.  We were 

impressed by the number of staff who personally have a challenge of a chronic disease or 
have a family member with a chronic condition.  Ten staff participated and completed the 
workshop series.  We currently have the following capacity for community wide training 
in the following Stanford model Healthy Aging Programs - see table below. 

 
Type CDSMP Chronic 

Pain 
Arthritis Diabetes Tai Chi 

Master 
Trainer 

2 (1 staff,  

1 volunteer) 

2 (1 staff, 

 1 volunteer) 

1 
volunteer 

1 volunteer  

Leader  1 staff 

2 volunteers 

  2volunteers 1 volunteer 

New Leader 
not certified  

1 volunteer  Interested in 
cross training 

   

 
FY 14 trainings - # consumers who completed  
 

Type  CDSMP Chronic Pain Diabetes  Location 

Sept/Oct    12 completed Westfield COA 

Sept/Oct Cancelled 
due to #’s 

  Easthampton 
VMG 

July/August   9 completed Williamsburg 
COA 

Sept/Oct   4 completed Huntington HC 

Sept/Oct   6 competed Middlefield 
HC 

March/April   5 completed Cummington 

April/May   9 completed Worthington 

May/June/14  15 participants - 
current 

 Valley Medical 
Group 
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Type  CDSMP Chronic Pain Diabetes  Location 

August/September   Anticipate 15 
participants 

 Valley Medical 
Group 

September/Oct  Anticipate 15 
participants 

 Westfield COA 

Interested - 
scheduling in the fall 

   Amherst COA  

Interested - 
scheduling in the fall 

   VMG  

 
Highland Valley is a member of the Western Mass Healthy Aging Consortium since its 
inception and hosts all quarterly meetings.  We discuss sharing of resources (leaders as 
needed for fill ins) and developing relationships.  We also support cross training. 
 
Highland Valley has hosted the following trainings during FY13/14 to support the 
consortium work 

• Recertification for all leaders and master trainers spring 2013 (15 leaders) 
• 4 day leader training for CDSMP summer 2013 (14  leaders)  
• 4 day leader training for Diabetes fall 2014 (12 leaders ) 
• 1 day Matter of Balance Training – spring 2014 (12 leaders) 
• 4 day leader training for Diabetes – spring 2014 (15 leaders) 

 
Highland Valley has developed the Area Plan to focus on the top three areas as identified in 
the Needs Assessment which include: 

1) transportation, 
2) mental health and behavioral support and  
3) the need to foster independence, and reduce isolation. 

 
In addition, we will focus on two additional areas: 
4) the promotion of evidenced based programs and 
5) promotion and marketing of the agency. 

 
Highland Valley will continue to work closely, collaborate, and partner with our communities 
to identify and work to develop programs to meet identified needs of elders, individuals with 
disabilitie,s and caregivers who reside in Hampshire and Hampden counties. 

 
Title III Funding.  Highland Valley has funded programs and service options in our 24 towns 

and communities.  Awarded programs and services are reviewed and monitored to ensure 
that they meet goals and objectives identified.  This work is completed by the Quality 
Assurance and Community Development Program Director. 
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  The Advisory Council is comprised of dedicated community and board of director 
representatives who provide guidance and are integrally involved with the RFP process, 
reviewing and evaluating program applications, and appropriateness in meeting the RFP 
established criteria.  The council meets at a minimum of six times per year. 

 
  Under the direction of area planning, a recent initiative has been developed to hold, at a 

minimum, quarterly meetings each year with community partners and upper level 
management and program directors to participate in roundtable discussions on a variety 
of topic areas.  The first roundtable was held in April 2014 with a variety of community 
partners (representing Councils on Aging, health centers, and other community partners) 
to discuss and explore the proposed changes regarding the Request for Proposals process, 
and to embrace community collaboration and partnership slated for introduction in the 
FY15 RFP.  Communities embracing pilot partnerships will be strongly considered 
applicants.  The second roundtable will be with nursing home administrators, discharge 
planners and Directors of Nursing, scheduled for July 9, 2014, followed by Council on 
Aging staff and Directors in the fall.  Staff generally have had limited access to 
community partners and this initiative will help to build and promote partnership, as well 
as to serve as opportunities to educate the communities at large regarding Highland 
Valley service options. 

 
Over the past few years we have faced many challenges with the delivery of nutrition 
within our respective geography and we have had to look creatively to provide this same 
service in a different way.  Consumers continue to face challenges regarding 
transportation, housing, companion services and behavioral and mental health needs.  
Since 2005, we have worked to develop and improve evidence based programming to 
support consumers around chronic disease self-management, chronic pain, diabetes and 
arthritis. 

 
National Focus Areas to Address 

 
Focus Area 1 – Core Programs of the Older Americans Act 

 
Our Home Care Resource Program offers information and referral services and programming to 
ensure that elders, family members and caregivers have access to core services to assist 
consumers to support them where they choose to live. 
 
Goal 1.  Provide current and appropriate resources to all calls of inquiry.  It is anticipated 
that if consumers have current and accurate information they will be able to make 
informed decisions regarding their service needs. 

• Calls with be responded to in a timely fashion. 
• Staff will be trained to understand the resources that are available. 
• Staff will utilize paper resources, database resources (including 800AGEINFO) and 

online resources to prepare a comprehensive response to calls of inquiry. 
• Agency currently has a CIRS trained staff member. 
• Appropriate staff will complete CIRS training when they meet eligibility standards and  
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• testing opportunities are available. 
• Home Care Resource Department meets AIRS standards. 
• Databases are updated regularly (with a defined scheduled) to ensure that current and 

accurate information is disseminated to callers. 
• Consumer satisfaction surveys are mailed.  Tracking of responses is done quarterly to 

ensure consumer satisfaction is achieved.  Will work to maintain high consumer 
satisfaction ratings. 

• Internal staff and community partners are aware of resources and service options to assist 
them. 

• Information regarding resources and services will be shared with the community at 
community events, health fairs and other community forums. 

• Aging and Disability Resource Consortium (ADRC) appropriate resources are and will 
be incorporated into the department. 

• Staff have enhanced understanding regarding services and are building referral 
relationships with appropriate staff at Stavros Center for Independent Living. 
 

The Nutrition Program of HVES has achieved recognition for many years with its own 
production kitchen and this is further enhanced by the high utilization of commodity foods.  
During FFY13 we served 165,038 meals, delivered 31,579 meals to fifteen congregate meal 
sites, providing 112,164 home delivered meals and 21,295 frozen meals to elders in our 24 
towns spanning over 600 square miles.  We pride ourselves that hot nutritious meals are 
delivered daily.  We also work hard during winter months to deliver as many meals to as 
many locations as we can to ensure that no elder goes hungry. 

 
Goal 2a.  Reduce isolation by encouraging consumers to attend congregate meal program 
opportunities. 

• Highland Valley has fifteen congregate meal sites.  Congregate attendance has been 
declining.  Work is underway to encourage interested consumers to attend and benefit 
from the socialization opportunity while having a hot nutritious meal. 

• Participant-run meal sites will encourage consumers to contribute back to the community 
by their participation. 

• Agency programs like protective services will make recommendations to consumers to 
attend congregate meal programs. 

• Provide lunch services to specialized community groups who are participating at a 
Council on Aging social activity. 

• Identify transportation needs to assist consumers to get to congregate sites. 
 
Goal 2b.  Demonstrate nutritional well-being of consumers who receive home delivered 
meals 

• Consumers are eligible to receive a hot nutritious noontime meal. 
• Eligible consumers can receive a supper bag meal (frozen meal) and weekend meals to 

ensure nutritional health. 
• All recipients receive a daily check in. 
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Goal 2c.  Increase volunteer base of home delivered meal drivers. 
• Utilization of a volunteer coordinator to identify more volunteer drivers by working with 

local community service groups. 
 

Goal 2d.  Improve nutritional health. 
• Offer breakfast programs. 
• Support congregate sites to offer programming to bring community members together. 
• Utilize farm fresh local fruits and vegetables for provision of meals. 
• Distribute farmers’ market coupons in each town. 
• Dietician offers support to ensure that each menu meets all ADA requirements. 
• Diabetic meal is offered to those consumers who need this special diet. 
• HVES offers a variety of evidenced based programs that offer instruction on chronic 

disease management that may also be influenced by dietary choices made. 
• As appropriate convene community forums to discuss transportation needs and 

challenges. 
• Offer nutrition education by nutritionist at congregate meal sites two times a year. 
• Continue to utilize commodity food products. 

 
Goal 2e.  Ombudsman Program supports reducing isolation. 

• Recognition that residents in long-term care facilities may feel isolated and encourage 
participation in group activities. 

• Ombudsman volunteers assist long term care residents with access to community 
activities. 

• Ombudsmen visit facilities weekly and listen to concerns of residents.  Encourage 
socialization and physical activities and to embrace new friendships. 

 
Goal 3.  Work with community partners to improve transportation services. 
Transportation has been and continues to be identified as the top challenge faced in our 24 towns 
and communities.  The fall of 2014 Massachusetts Health Aging Community Data Profile reveal 
that nineteen (19) of our twenty-four (24) towns are car-dependent and that two (2) communities 
are somewhat walkable, and three (3) are very walkable communities.  Access to transportation 
to assist with attending medical appointments, grocery shopping, and errands is virtually non-
existent in most of our communities.  COA van service is limited, as is access to Franklin 
Regional Transit Authority (FRTA) or Pioneer Valley Transit Authority (PVTA) transportation 
service options. 
 

• Appropriate transportation awards will be given through our RFP for Title III funding. 
• Facilitate conversations regarding transportation challenges. 
• Participate in statewide Regional Coordinating Council Pioneer Valley and Franklin 

County transportation discussions. 
• Work in collaboration with Mass. Association of Councils on Aging (MCOA) rural 

components to discuss and promote community options. 
• Participate in Cooley Dickinson Hospital/United Way partnered survey to gather 

information from consumers regarding the challenges of transportation. 
• Participate in other opportunities to work to promote and improve transportation options. 
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• Identify transportation options for consumers who need emergency services and/or same 
day services. 

• Identify transportation option for consumers who need access to grocery shopping so that 
they can get medications. 

• Identify transportation options for consumers who cannot use a van or need an aide to 
accompany them. 

• Identify ways to address transportation needs that require cross town travel to hospitals, 
and doctors. 

• Ombudsmen will work with long term care facilities to ensure that residents have 
transportation opportunities available to them. 

 
Goal 4.  Offer family caregiving resources to consumers. 
Each year over 100 family caregivers receive one on one consultation assistance/counseling.  
Caregivers are appreciative of the assistance that can offer relief, resources as well as monetary 
assistance to help them in their caregiving roles.  Often times a little support or relief may make 
substantial differences in their day to day approach to this time-consuming role. 
 

• Home Care Resource Specialist will assist family caregivers and offer resource 
assistance. 

• Will conduct statewide family caregiving demographic survey and mail satisfaction 
survey for completion by caregiver at the conclusion of service options. 

• Home Care Resource Department will maintain an array of resource information to share 
with family caregivers. 

• Will offer awards to assist family caregivers with respite costs and supplemental services. 
• Will consider training a caregiving specialist in Powerful Tools for Caregivers, so that 

support groups can be conducted. 
• Will continue to support dementia support group run by community partner.  HVES 

offers space and staff presenters. 
• Consider promotion of other ways to assist caregivers through social media and 

newsletters. 
• Caregivers are given the statewide Family Caregiver and Alzheimer’s care guides.  Many 

caregivers have shared that these guides have helpful information. 
 

Goal 5.  Ensure that consumers have comprehensive service plans that offer a variety of 
services to meet their individual needs and that local informal supports are incorporated 
into service planning. 
The Home Care Program assesses the eligibility and the need of consumers for home and 
community based services.  Reassessment and annual reassessments ensure that service planning 
is meeting the identified consumer needs by the Care Advisors and Nursing Staff in the Home 
Care Program. 
 

• Service plans are implemented coordinating the formal and informal components needed 
to address all identified needs. 

• Consumers will receive support and education as they identify what types of services are 
required to allow them to remain safely in their home environment. 

 
 

12 

 



Highland Valley Elder Services, Inc. – Area Agency on Aging – Focus Area Coordination 2014-2017 

Focus Area 2 – Disease Prevention/Health Promotion 
 
Highland Valley has been an avid supporter of the Stanford model healthy aging programs.  We 
continue to have both staff and dedicated volunteers offer these workshop series in our towns 
and communities.  We have worked hard over the past years to gain support for conducting 
workshops in the hilltown areas.  Over the past two years we have had two outreach workers for 
the Hilltown Health Center in Worthington and Huntington who have paved the way for success 
in identifying participants and successfully completing workshops. 
 
Over the past year, we have trained Master Trainers and Leaders in Diabetes and Chronic Pain 
and these workshop series have been very successful.  We have also worked over the past 18 
months to develop and strengthen our relationship with the Valley Medical Group, our largest 
medical practice with sites in Amherst, Easthampton and Northampton.  The goal was to set up a 
year-long series of workshops and to utilize their various sites.  The first workshop scheduled for 
last September, Chronic Disease Self-Management was not successful in fulfilling the 
requirements for size of the group.  We have just begun (May 2014) a Chronic Pain Workshop 
series and have a waitlist.  We are optimistic that we can now continue to offer programming that 
will be consistent with the identified needs of the medical practice referrals and the community 
at large. 
 
We are part of the Western Mass Healthy Aging Consortium.  We will continue to support 
efforts to support leaders, recertification, and new training opportunities. 
 

• Continue to identify and expand opportunities for workshops for Diabetes and Chronic 
Pain in both the hilltown settings and other community settings and through one 
established medical practice and thus enable Leaders and Master Trainers to fulfill and 
maintain their certification requirements. 

• To begin work with other large medical practices to establish a relationship for referrals 
for other workshop series. 

• To continue to support the Western Mass Healthy Aging Consortium by hosting 
workshop series and providing books and materials to expand healthy aging projects. 

• To continue to offer support to peer agencies when there are needs of substitute leaders or 
leaders are needed to conduct an entire workshop series. 

• To support current Leaders and Master Trainers, offer the opportunity to attend 
Sharpening your Skills trainings each year offered by the Healthy Living Center for 
Excellence at ESMV to maintain certification.  Encourage leaders to become cross 
trained in other healthy aging programs. 

• To work to identify leaders for Health Eating and Matter of Balance Programs, to 
complete training and identify sites for conducting training. 

• To work to identify a Powerful Tools for Caregiving Training for our Resource 
Specialist/Caregiving Specialist.  To then promote the opportunity to schedule workshops 
for caregivers. 

• To work with Cooley Dickinson Hospital/VNA (CDHVNA) and to promote and make 
referrals to their Matter of Balance Program. 

• To continue to work in partnership with the CDHVNA cross-continuum group which is  
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• focusing on medication reconciliation as way to assist consumers and reduce hospital  
• admissions.  A community forum has been set up and sessions were held in Amherst and 

Northampton.  HVES is part of the panel for these presentations.  Additional 
communities will be scheduled. 

• To work to develop and ensure increased  resources and opportunities for consumers with 
depression, substance abuse and other behavioral issues  to  receive appropriate 
assessment and screening.  Will begin with educational opportunities for staff to 
understand challenges and options available. 

• To work with DMH, DPH, DDS, Carson Center, ServiceNet, Veterans’ Administration 
and other behavioral and mental health partners to understand available resources and 
offer cross training. 

• Implement a CDBG grant (FY15) with the City of Northampton to reduce isolation of 
consumers by working to enhance housing options and increased support to assist 
consumers with mental health and behavioral health concerns. 

• To offer staff and volunteers a MOLST Training (Medical Orders of Life Sustaining 
Treatment) to understand end of life options to assist them in their roles with consumers. 

• To offer nutrition education at congregate meal sites. 
 

Focus Area 3 Participant Directed/Person Centered Planning 
 
Highland Valley has long been a supporter of consumer/participant directed and person centered 
planning initiatives and philosophy of the provision of care.  In 1999, we served to develop the 
pilot for the Home Care Program to pilot this initiative.  We continue to offer consumer directed 
services for consumers in our home care program.  This model supports and empowers 
consumers to choose the mechanism of how and where services are delivered.  The consumer 
directed model is popular with culturally diverse consumers and also for those consumers who 
reside in our more rural areas who face challenges and difficulties in accessing vendor services. 
 
Person-centered planning is at the heart of service planning for all program areas, with the elder 
at the center of the discussion, whether it is a home care consumer or a consumer in a nursing 
facility or hospital setting.  By keeping the elder as the primary focus, we can ensure that service 
planning will result in the elder receiving the services she/he needs, in the setting of their 
preference, and thus promoting well-being and ultimately quality of life. 
 

• Encourage and support consumers to consider personal preferences regarding service 
provision and care planning decisions. The elder is entitled to choice of how and where 
care and services are delivered. 

• Continue to educate staff and community partners to understand and promote advocacy, 
participant-directed and person-centered planning to ensure consumers are understand 
their service choices and rights. 

• Highland Valley will provide a training for staff, volunteers and community partners to 
have staff transitions. 

• Support consumers with hoarding issues who have needs for ongoing services and 
oversight. 
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Focus Area 4 Elder Justice 
 

Highland Valley provides Protective Service Program options to the consumers in our service 
area and investigates allegations of physical, financial, emotional and sexual abuse, as well as, 
neglect. 
 
Highland Valley has been a core member of a Hoarding Task Force with its inception in 2003 
comprised of community partners who meet regularly to discuss models of care to assist 
hoarders.  Work is completed individually with members of the hoarding team to promote 
improvement in safety and health for the consumer by working to make changes in one’s home 
environment.  The task force periodically offers workshops for community partners to educate 
human service organizations on Hoarding and offer their expertise in the field.  They have 
provided four day-long workshops on hoarding over the years for community professionals and 
interested persons.  The Task Force is led by World Renown Researcher Randy Frost from Smith 
College, Northampton, MA. 
 
Protective Service Department (PS) works closely with the staff and Program Coordinator at the 
Northwest District Attorney Office section on Elders and Persons with Disability Unit regarding 
cases. 
 
The Protective Service Department participates yearly in the National Elder Abuse Awareness 
Day, June 15th.  We recognize nominated community partners/mandated reporters who 
exemplify and demonstrate support of the program.  This coming year we will be recognizing a 
number of members of local Police Departments and the State Police.  Community presentation 
and certificates are given to each awardee. 
 
In addition, our Money Management Program provides support and oversight to consumers 
identified through the PS Program for money management services.  The Money Management 
Program has an Advisory Council that is comprised of community representatives from local 
banking institutions, the Northwest District Attorney Office of Consumer Protection and the 
Board of Directors.  The program provides support and education to HVES staff and Money 
Management volunteers to understand a consumers’ capacity to manage their accounts, including 
scams and other financial exploitation options.  Community education occurs to educate and 
update community partners/mandated reporters regarding their responsibilities of reporting. 
 
The Money Management Program received a grant from the Financial Literacy Trust Fund in 
June of 2013 for FY14.  This grant will allow us to offer trainings to financial mentors and offer 
community financial literacy training to interested consumers in five communities in our service 
area. 
 
The Money Management Program has and continues to exceed the state-wide identified targeted 
number of enrollees as budgeted by the state program. 
 
Highland Valley is pleased to provide a state designated Long Term Care Ombudsman Program 
that supports eleven nursing home and rest home facilities in Hampshire and Hamden counties.  
The Program Director and certified Volunteer Ombudsmen receive, investigate and resolve  
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complaints, protect individual’s rights provide information and advocate for changes in long 
term care facilities. 
 
For many years, Highland Valley has supported the Community Legal Aid (CLA) Elder Law 
Project, previously known as Western Mass Legal Services, that offers access to free legal 
service and support to low-income elders who do not have access to the legal system.  Highland 
Valley Home Care Resource Staff, Care Advisors in Home Care and Protective Service Workers 
make referrals.  Each year, CLA provides approximately 56 new case consultations and is 
involved with 51 elder consumers.  This service is essential and an invaluable community 
resource.  CLA is invited yearly to conduct in-services to program staff and community partners 
to educate on the basic tenets of elder law and changes in the law. 
 

• Provide educational opportunities in our 24 communities to support mandated reporters 
in understanding their responsibilities and to understand the categories of abuse and 
reporting process. 

• To identify consumers who are at risk and identify services and programming to assist 
them to reduce risk. 

• To promote the Hoarding Task Force and support initiatives for community training of 
successful models of care. 

• To expand outreach of the Money Management Program to the hilltown communities of 
our service area. To identify 5-10 volunteers to work with 5-10 consumers to work on 
program growth. 

• Conduct community trainings on financial literacy to encourage consumers to have 
greater understanding regarding their financial situation and decrease need for Money 
Management Program oversight.  To train approximately 25 people each year. 

• To have adequate volunteer ombudsmen to cover all facilities.  Will recruit and train 
additional ombudsmen as needed. 

• To foster communication and support between administration, social workers, discharge 
planners and staff and community partners who are working on behalf of resident 
consumers. 

• To hold periodic roundtable meetings with nursing facility staff, partners and HVES staff 
to ensure open communication and education is in place. 

• To fund and refer consumers for legal services to Community Legal Aid, especially to 
consumers at risk or in need. 

• To utilize Community Legal Aid to conduct in-service program on a yearly basis 
regarding basic elder law tenets and legal issues. 
 

Quality Assurance 
 
Over the past several years Highland Valley has experienced changes in leadership and 
oversight.  With these changes has also come a new design of how quality assurance has been 
implemented and managed within the agency.  Within the past four years, we have converted and 
incorporated the tasks of quality assurance oversight to be completed by the Quality Assurance 
and Community Development Program Director.  This Program Director reports directly to the 
Executive Director and is responsible to work directly and collaboratively with program 
directors.  The Program Director is responsible for monitoring the quality of work, ensuring that  
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performance standards are measured with the expectation of meeting set performance 
compliance obligations.  Quality standards are essential to the provision of services and 
programming.  Regular record reviews occur.  Review with the management team includes 
discussion regarding tracking, reporting mechanisms, utilization of data tools, comparative 
analysis of standards and corrective actions needed to improve work that does not meet expected 
compliances. 
 
During the course of the year there are many quality mechanisms that are completed so that we 
have direct feedback from consumers who are given the opportunity to evaluate service 
provision regarding home delivered meals, home care and vendor services as well as the staff 
that provide service.  Survey tools are compared year to year to assess changes. 
 
With the hiring of a new executive director, the entire quality assurance process will be under 
review, changes considered and additional mechanisms put into place.  (See Appendix II.) 
 
In conclusion, Highland Valley is prepared to offer direct home care services and Title III 
services for 4,195 unduplicated consumers in the Hampshire and Hampden counties in 
conjunction with the area plan for 2014-2017.  We anticipate programmatic growth and change 
as we keep pace with the growing population nationally and specifically in our service area.  We 
look forward to the continued incorporation of aging and disability parameters into the daily 
focus of our work. 
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Attachment A: Area Agency on Aging Assurances and Affirmation 
 
For Federal Fiscal Year 2014, The Area Agency on Aging makes the following assurances as required by the 
Older Americans Act of 1965 as amended, and all relevant regulations: 
 
1)each area agency on aging shall provide assurances that an adequate proportion, as required under section 
307(a)(2), of the amount allotted for part B to the planning and service area will be expended for the delivery 
of each of the following categories of services: 
 
(A)services associated with access to services (transportation, outreach, information and assistance, and case 
management services); 

 
(B)in home services, including supportive services for families of older individuals who are victims of 
Alzheimer’s disease and related disorders with neurological and organic brain dysfunction; and  
 
(C)legal assistance 
 
and assurances that the area agency on aging will report annually to the State agency in detail the amount of 
funds expended for each such category during the fiscal year most recently concluded ((a)(2)) 
 
(2)each area agency shall provide assurances that the area agency on aging will set specific objectives for 
providing services to older individuals with greatest economic need and older individuals with greatest social 
need, include specific objectives for providing services to low-income minority individuals and older 
individuals residing in rural areas and include proposed methods of carrying out the preference in the area 
plan.  ((a)(4)(A)(i)) 

 
(3)each area agency on aging shall provide assurances that the area agency on aging will include in each 
agreement made with a provider of any service under this title, a requirement that such provider will: 
 
(A)specify how the provider intends to satisfy the service needs of low-income minority individuals and 
older individuals residing in rural areas in the area served by the provider; 
 
(B)to the maximum extent feasible, provide services to low-income minority individuals and older 
individuals residing in rural areas in accordance with their need for such services and 
 
(C)meet specific objectives established by the area agency on aging, for providing services to low-income 
minority individuals and older individuals residing in rural areas within the planning and service area. 
((a)(4)(A)(ii)) 
 
(4)With respect to the fiscal year preceding the fiscal year for which such plan is prepared, each area agency 
shall: 
 
(A)identify the number of low-income minority older individuals and older individuals residing in rural areas 
in the planning and service area 
 
(B)describe the methods used to satisfy the service needs of such minority older individuals; and 
 
(C)provide information on the extent to which the area agency on aging met the objectives described in 
clause (a)(4)(A)(i). ((a)(4)(A)(iii)) 
 
 (5)Each area agency on aging shall provide assurances that the area agency on aging will use outreach 
efforts that will identify individuals eligible for assistance under this Act, with special emphasis on:  
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(A)older individuals residing in rural areas; 
 
(B) older individuals with greatest economic need (with particular attention to low-income minority 
individuals and older individuals residing in rural areas); 
 
(C)older individuals with greatest social need (with particular attention to low-income minority individuals 
and older individuals residing in rural areas); 
 
(D)older individuals with severe disabilities; 
 
(E)older individuals with limited English-speaking ability; and 
 
(F)older individuals with Alzheimer’s disease or related disorders with neurological and organic brain 
dysfunction (and the caretakers of such individuals); and inform the older individuals referred to in (A) 
through (F), and the caretakers of such individuals, of the availability of such assistance. ((a)(4)(B)) 
 
(6)Each area agency on aging shall provide assurance that the area agency on aging will ensure that each 
activity undertaken by the agency, including planning, advocacy, and systems development, will include a 
focus on the needs of low-income minority older individuals and older individuals residing in rural areas 
((a)(4)(C)) 
 
(7)Each area agency on aging shall provide assurances that the area agency on aging will coordinate 
planning, identification, assessment of needs, and provision of services for older individuals with disabilities, 
with particular attention to individuals with severe disabilities, with agencies that develop or provide services 
for individuals with disabilities ((a)(5)) 
 
(8)Each area agency on aging shall provide assurances that the area agency on aging, in carrying out the 
State Long –Term are Ombudsman program under section 307(a)(9), will expend not less than the total 
amount of funds appropriated under this Act and expended by the agency in the fiscal year 2000 in carrying 
out such a program under this title ((a))(9)). 
 
(9)Each area agency on aging shall provide information and assurances concerning services to the older 
individuals who are Native Americans (referring to in this paragraph as “older Native Americans”), 
including: 
 
(A)information concerning whether there is a significant population of older Native Americans in the 
planning and service area and if so, an assurance that the area agency on aging will pursue activities, 
including outreach, to increase access of those older Native Americans to programs and benefits provided 
under this title; 
 
(B)an assurance that the area agency on aging will to the maximum extent practicable, coordinate the 
services the agency provides under this title with services provided under title VI; and 
 
(C)an assurance that the area agency on aging will make services under the area plan available, to the same 
extent as such services are available to older individuals within the planning and service area, to older Native 
Americans. ((a)(11)) 
 
(10)Each area agency on aging shall provide assurances that the area agency on aging will maintain the 
integrity and public purpose of services provided, and service providers, under this title in all contractual and 
commercial relationships ((a)(13)(A)) 
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 (11)Each area agency on aging shall provide assurances that the area agency on aging will disclose to the 
Assistant Secretary and the State agency: 
 
(A)the identity of each nongovernmental entitle with which such agency has a contact or commercial 
relationship relating to providing any service to older individuals; and 
 
(B)the nature of such contract or such relationship ((a)(13)(B)) 
 
(12)Each agency on aging shall provide assurances that the area agency will demonstrate that a loss or 
diminution in the quality or quality of the services provided, or to be provided, under this title by such 
agency has not resulted and will not result from such non-governmental contracts or such commercial 
relationships. ((a)(13)(C)) 
 
(13)Each area agency on aging shall provide assurances that the area agency will demonstrate that the 
quantity or quality of services to be provided under this title by such agency will be enhanced as a result of 
such non-governmental contracts or commercial relationships. (aa)(13)(D)) 
 
(14)Each area agency on aging shall provide assurances that the area agency will, on the request of the 
Assistant Secretary or the State, for the purpose of monitoring compliance with this Act (including 
conducting an audit), disclose all sources and expenditures of funds such as agency receives or expends to 
provide services to older individuals. (aa)(13)€) 
 
(15)Each area agency on aging shall provide assurances that funds received under this title will not be used 
to pay any part of a cost (including an administrative cost) incurred by the area agency on aging to carry out 
a contract or commercial relationship that is not carried out to implement this title. ((a)(14)) 
 
(16)Each area agency on aging shall provide assurances that preference in receiving services under this title 
will not be given by the area agency on aging to particular older individuals as a result of a contract or 
commercial relationship that is not carried out to implement this title. ((a)(15)) 
 
The undersigned acknowledge the Area Plan Assurances for Federal Fiscal Year 2014 and affirm their Area 
Agency on Aging’s adherence to them. 
 
Highland Valley Elder Services, Inc. (Area Agency on Aging) 
 
__________________________ (Signed) ________________________________________ 
 (Date)     (Chairperson of Board of Directors) 
 
 
__________________________ (Signed) _________________________________________ 
 (Date)     (Chairperson of the Area Advisory Council) 
 
 
__________________________ (Signed) _________________________________________ 
 (Date)     (Area Agency on Aging, Co-Interim Executive Director) 
 
 
__________________________ (Signed) __________________________________________ 
 (Date)    (Area Agency on Aging, Co-Interim Executive Director) 
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Attachment B: Area Agency on Aging Information Requirements 
 
Area Agencies on Aging must provide responses for the Area Plan on Aging period (2014-2017) 
in support of each Older Americans Act citation as listed below.  Responses can take the form of 
written explanations, detailed examples, charts, graphs, etc.  
 
Section 306 (a)(4)(A)(i) 
Describe the mechanism(s) for assuring that the AAA will: 
(aa) set specific objectives, consistent with State policy, for providing services to older 
individuals with greatest economic need, older individuals with greatest social need, and older 
individuals at risk for institutional placement; 
(bb) include objectives for providing services to low income minority older individuals, , older 
individuals with limited English proficiency, and older individuals residing in rural areas; 
 
Highland Valley conducted needs assessments throughout our service area, and a variety of 
methods were used to collect data.  A HUD 202 and supportive housing site in Westfield and a 
housing complex in Williamsburg were the forums used to gather information to understand the 
needs of consumers.  The Washington House site (supportive housing) having both Russian and 
Ukrainian residents allowed us to gather information from this population base.  (See Attchament 
I.2. for more details on how data was collected.) 
 
The Protective Service Program regularly faces challenges of consumers with housing issues.  
We see a variety of issues and we can work to identify solutions.  Many housing sites are 
comprised of mixed housing populations.  These situations introduce issues regarding the needs 
for services to address substance abuse including drug and alcohol abuse, and also the 
victimization of residents because of the housing site complexity.  Each year we address multiple 
situations of impending eviction, with limited resource options to resolve the situation.  We work 
closely with our housing authorities, supportive housing site, elder housing complexes and 
SRO’s when addressing housing concerns. 
 
Over the years Highland Valley has long supported the growing LGBT aging population in the 
area respecting diversity and progressiveness with trainings for staff and the community at large.  
In addition, we have supported the SAGE Western Mass (Services and Advocacy for LGBT 
Elders) organization that has a mission “to support the needs of LGBT elders, allies and friends 
by offering programming throughout western Massachusetts”.  The group has “utilized education 
and community partnerships to champion the fundamental goal of creating and expanding safe 
and affirming services and space for LGBT older adults in all areas of their lives.”  This group 
provides opportunities for training and socially supportive gatherings to safe, affirming 
environments and services for LGBT elders.  Highland Valley has supported this group through 
a variety of mechanisms of offering of space for meetings, office space, and Title III funding to 
support their initiative.  We are pleased to continue to support this group in their programs and 
services as they are well respected and have demonstrated community need. 
 
Jewish Family Services of Western Mass provides support to family caregivers through a variety 
of support mechanisms which include a weekly caregiver support group.  The UMass Family  
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Resource Office provides individual support and a caregiver support group for consumers who 
are grandparents as caregivers. 
 
The predominant ethnic groups in our service area include: Asian (including Chinese and 
Cambodian), Portuguese, Russian, Ukrainian and Latino/Spanish.  The communities with ethnic 
minorities are most predominant in our four largest communities of Amherst, Easthampton, 
Northampton and Westfield.  We do have some small clusters in seven of our smaller more rural 
communities.  We have one homemaking/personal care vendor who provides home care services 
who caters primarily to the Russian and Ukrainian populations.  Other vendors do have staff with 
language capacities to address needs in that area identified.   
 
Highland Valley has a longstanding relationship and contract with Language Bridge, a 
contracted nonhomemaking vendor, that provides interpretation and translation services for 
written and oral services to support our staff as needed with consumers with language needs.  
They offer telephonic and on-site interpretation and translation services for 95 languages and 
dialects. 
 
Casa Latina is the only Latino-led and Latino-focused organization in Hampshire County.  The 
mission is to provide self-sufficiency and a sense of community among the local Latinos.  There 
is a commitment to work directly with Latino residents to develop, and educate them regarding 
access and action programs based on community capacity.  Over the past forty years, there has 
been a significant growth of Latinos, especially in the Northampton and Amherst areas and 
especially for those Latinos that are low-income residents.  We have funded Casa Latina for 
many years and their services are integral to Title III programming.  Highland Valley partners 
with Casa Latina monthly for the translation of the menu for our Nutrition Program.  The 
translated menus are distributed to home delivered meal consumers and congregate sites for 
Spanish and Latino speaking consumers.  In addition, we currently have one Spanish speaking 
resource specialist on staff to support interpretation and translation needs. 
 
We work collaboratively with Lutheran Social Services (LSS) which provides weekly services to 
Washington House, a supportive housing site in conjunction with the Westfield Housing 
Authority residence, with approximately 25% Russian/Ukrainian residents.  A staff person from 
LSS is available to provide assistance for interpretation and translation services to individuals.  
In addition, menu translation, and other materials needed by HVES staff and the housing 
authority are translated by JFS.  Translated menus are distributed to home delivered meal and 
congregate consumers.  In addition, residents can attend ESL and take advantage of 
transportation services.  These services are integral to the success of our supportive housing site 
at Washington House in Westfield which allows for collaborations of residents and increased 
resident activities that involve both the Russian/Ukrainian speaking residents and the English 
speaking residents.  Many activities occur over the year, but the activity that is most widely 
attended in the yearly holiday party, where there is preparation of foods, so that all can enjoy the 
ethnic Russian menu as well as the typical American holiday fare. 
 
The service area of Highland Valley is culturally rich with a large population in our four major 
residential communities, but 80% of our service area is composed of rural communities.  It is not 
uncommon to have less than 100 elders in many of our communities.  This designation of rural  
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provides many challenges for services, whether it includes receiving home delivered meals, 
home care services, companion services, being isolated and most importantly the challenges of 
transportation for shopping, medical appointments, proximity to services and the  daily need for 
service. 
 
The May 2013 Special Commission on Rural Access and Improving State Sponsored Services in 
Mass Rural Communities report recommends that: 

• Strengthen the overall infrastructure of the service delivery system in rural areas, 
• Engage and support rural service providers through improved policy and planning on 

rural services delivery, 
• Align access policies across state agencies, 
• Support workforce planning, 
• Improve access to services and improve service coordination, 
• Support improvements to information availability, 
• Strengthen the state’s options for responding to housing issues and homelessness and 
• Leverage best practices from other jurisdictions regarding servicing rural communities. 

 
Highland Valley has and will continue to engage in discussions within the rural communities to 
enrich and enhance services needed.  We will work to improve outreach to our rural communities 
to enhance their capacity to have access to services to support their abilities to remain safely in 
their communities of choice and the above recommendations are all noteworthy goals to 
collaborate on. 
 
We will continue to provide outreach services through sustaining and continuing the healthy 
aging projects and workshop series in the hilltown communities.  We have offered chronic 
disease self-management and diabetes programming and we will train and expand leaders to be 
able to offer additional evidenced based programs under this umbrella. 
 
Each year we offer awards to approximately 100 family caregivers.  We will work to increase the 
number of caregiver awards to consumers in community who are not already receiving services 
from Highland Valley.  Approximately 40% of awards given are given to community caregivers. 
 
Highland Valley is actively participating in the Regional Coordinating Councils (RCC) statewide 
activities to promote and increase transportation options in Hampshire and Hampden counties.  
Because of the rural nature of our service area, and taking into account the identified needs of 
rural communities, supported by two different transportation service entities, we are participating 
in both the Pioneer Valley and Franklin County coalitions.  It was recently determined that there 
is a need to have an additional forum in the hilltowns to discuss the distinctive and individual 
needs of communities in regards to transportation. 
 
Highland Valley has begun quarterly meetings to bring together groups to have conversations to 
build community partnerships.  One such group discussion will be around rural communities and 
their needs. 
 
Our service area has a wealth of consumers who are representative of LGBT consumers.  SAGE 
(Services and Advocacy for GLBT Elders), a group started in Northampton has received a great  
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deal of support from HVES in its infancy from formation to now, as a well-established group 
that advocates and educates others on behalf of LGBT consumers.  Title III awards have been 
granted to SAGE.  We project that consumers will benefit from reducing isolation, enhancing 
their health and supporting independence in their home and community. 
 
Consumers who are at risk or eligible for nursing home placement are eligible for Options 
Counseling to help guide them regarding services options.  In addition, consumers eligible for 
nursing home placement are eligible for home care services.  Services packages and care plans 
could include enrollment in ECOP and CHOICE programs, or referrals to PCA or other similar 
programs.  Consumers in nursing facilities and contemplating discharge back into the community 
are eligible for Options Counseling and Comprehensive Screening and Service Model (CSSM) 
support by Highland Valley staff. 
 
During this next funding cycle, all proposals are requested to demonstrate and supply 
information indicating how they will identify and provide outreach, services and programming to 
elders who demonstrate the greatest social and economic need, cultural diversity and isolation in 
our rural communities. 
 
This needs assessment was developed based on focus groups in our communities, interviews 
with consumers and area professionals.  Staff and the Board of Directors were requested to 
complete a survey tool.  The Agency Plan was reviewed by the Advisory Council, and reviewed 
and approved by the Board of Directors whose members represent all communities in our 
geographic area. 
 
Highland Valley’s Primary  Goals and Objectives will focus on: 
1) transportation - the challenges and concerns, and how to improve this service provision for 
our geographic area, 
2) the need  for mental health and behavioral services – understanding the dynamics, working 
with service providers to  improve service options for consumers, 
3) fostering independence, and reducing isolation, 
4) working to increase availability of  and participation in evidenced based programs and 
finally 
5) the need to increase marketing initiatives for the agency. 
 
(See Attachment I.2. for description of how data was collected.) 
 
Goal 1.  Highland Valley will work to initiate and improve collaboration and partnerships, 
especially in the hilltowns to improve available transportation options for elderly consumers. 

• To engage in community dialogues to begin partnerships to identify the transportation 
issues and challenges. 

• To participate in the statewide Regional Coordinating Council (RCC) transportation 
initiatives with community partners.  Under that initiative we will identify partners who 
are dedicated to work to address the issues that affect rural communities and elders. 

• Ensure that all towns of our service area are part of the dialogue and that elders and rural 
community focus are not ignored. 

• Continue collaborations with individual Council On Aging organizations, Franklin  
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• Hampshire Regional Transit Authority (FRTA) and Pioneer Valley Transit Authority 
(PVTA), who coordinate and provide most of the transportation needs in our service area. 
 

Goal 2.  Highland Valley will work to expand and enhance staff knowledge to work with 
consumers with Mental Health and Behavioral Health needs. 

•  HVES will work to implement a new CDBG grant (begins July 1, 2014) through the City 
of Northampton to reduce isolation and work to support consumers with mental health 
and behavioral health needs through providing meals, program services and support. 

•  Mental Health/behavioral health - educational topics will be identified for staff in-service 
trainings to increase awareness. 

•  Hold a community forum on mental health to open dialogue with community partners. 
•  Identify other staffing skills that may be needed to help staff as they deal with difficult 

consumers and dually eligible populations. 
•  Schedule dialogue with ServiceNet and Carson Center staff to begin some collaborations 

to serve elderly consumers. 
• Work with Veterans’ Administration Hospital, more specifically the Home and 

Community Based Program and Veterans’ Agents to support consumers. 
• To work with South Bay Mental Health an organization that provides in home services to 

MassHealth consumers. At this time they only offer services to seven towns in our 
service area.  We will work to explore their ability to expand their service area to more of 
our service area. 

• Work in conjunction with other partner agencies to address consumers who move from 
system to system, especially those who are new to the elder service network. 

• Work to reduce the stigma for people with diagnosed mental health conditions. 
 

Goal 3.  Highland Valley will work to identify consumers who are isolated and in need of 
services that will include offering of Nutrition Program Options, Options Counseling and 
increased referrals to our home care programming and home delivered meal program. 

• Every other month specialists will conduct a community presentation regarding Options 
Counseling to promote increased referrals. 

• Reduce isolation by helping consumers understand their need for services and 
programming, so that they can safely remain at home in the environment of their choice. 

• Will put together core resource packets for all board members to have and to utilize at 
community events in their local communities. 

• Continue to provide hot nutritious meals and daily check-ins.  We will continue to work 
to secure additional funding/resources to support the Nutrition Program. 

• Nutrition Program will work with communities to expand their newly instituted breakfast 
program. 

• To offer nutrition education. 
• Will continue collaborative work with the Hilltown Elder Network (HEN). 

 
Goal 4.  Highland Valley will work to improve community awareness with opportunities for 
consumers to gain understanding of their complex health issues by providing evidenced based 
programming. 

• To continue to promote and offer evidence-based programming in the hilltown 
communities. 
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•  To work with established medical practices to become a site for workshop series. 
•  To expand the program offering and conduct a minimum of 6 workshops each year. 
•  To continue to identify volunteers who are interested in Leader training. 
•  To continue to identify community sites that would like to host evidenced based training. 
•  To continue to work with the Pioneer Valley Healthy Aging Consortium to support 

programming and training. 
• To get staff trained on the program Powerful Tools for Caregivers and then offer this 

resource to caregivers. 
 
Goal 5.  Highland Valley will work to expand its marketing efforts to increase community 
awareness regarding services and programming. 

• Community programs will be completed with COAs and other partnering organizations 
to increase awareness. 

• Increase Home Care Resource Department monthly contacts. 
• Increase monthly Options Counseling visits. 
• Develop a marketing plan for advertising in newspaper, radios, cable tv and social media. 
• Complete website update so that consumers will have direct access to understanding 

Highland Valley service options and programs. 
• To increase overall enrolled consumers in home care programs. 
• Continue to expand our knowledge/training and programming to support the dually 

eligible populations with PVARC and ADRC initiatives. 
• To work to address issues within family structures with mental health issues in the home, 

and collaborate with multiple agencies to address issues. 
 
Section 306(a)(5) 
Include information detailing how the AAA will: 
(5) provide assurances that the area agency on aging will coordinate planning, identification, 
assessment of needs and provision of services for older individuals with disabilities with 
particular attention to individuals with severe disabilities and individuals at risk for 
institutional placement with agencies that develop or provide services for individuals with 
disabilities.   
 
Highland Valley has had a longstanding relationship with Stavros Center for Independent Living 
which provides services to our entire geographic region.  We have an established contract with 
Stavros to provide fiscal intermediary services for our Consumer Directed enrollees in our Home 
Care Program.  In addition, they are one of several PCA Programs that offer this program option 
in our geographic region.  Stavros is also a member of the Pioneer Valley Aging and Disability 
Resource Consortium (PVADRC).  We work very closely with Stavros on PCA cases that have a 
home care component in their service package choices.  The home care component is essential 
and enables consumers to maintain their waiver status.  In these instances, staff participate in 
joint case conferences, review of service planning, home visits to ensure that the consumer’s 
needs are being met, that there is no duplication of services and that communication is occurring 
to support the consumer. 
 
In April 2011, Highland Valley, with our sister agencies, developed a Memorandum of 
Understanding with Franklin County  Home Care Corp, Greater Springfield Senior Services,  
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Inc., WestMass Elder Care and Stavros ILC to formalize the PVADRC partnership.  This 
partnership has proven to be very valuable as we work together to identify and address the needs 
of consumers under age 60.  During FY14, MOUs were initiated with a variety of community 
partners and the PVADRC.  Initially trainings were held to ensure that staff in each agency had 
an understanding of the staffing and roles, so that working collaborations are successful.  Since 
that time there have been a variety of clusters of staff who meet on a quarterly basis to ensure 
that work across the continuum is efficient and effective.  One such group is the Information and 
Referral Workgroup.  In addition, the Executive Directors meet at a minimum of quarterly to 
develop trainings for all staff.  Generally 1-2 trainings are held each year.  Associate Director 
from Highland Valley is the Regional Coordinator for the PVADRC and represents the region at 
statewide meetings.  PVADRC completes as requested reports demonstrating activities, 
programming and services delivered. 
 
Over the past year, with the new program change with Money Follows The Person (MFP), the 
expansion of Senior Care Organizations (SCO) into our geographic region and the 
implementation of the new dually eligible One Care Program, we have seen an increase in 
growth of referrals into our service area. 
 
Dually eligible consumers are able to take advantage of the services, resources and community 
partnerships resulting from PVADRC activities.  Highland Valley has begun to work more 
closely with individuals with severe disabilities.  Essential staff have participated in required 
trainings that were offered to improve their understanding of issues and service options for 
persons with disabilities.  For many years the agency did have an AFC (Adult Family Care) 
Program and at that time we had well established relationships with three Department of 
Developmental Services (DDS) partners that covered our service area.  Over the next four years 
we will need to review and make decisions about reapplying to reestablish an AFC Program and 
also to consider completing an application to become a PCA provider to MassHealth. 
 
On a yearly basis, we invite Massachusetts Association of the Blind and Visually Impaired and 
Mass Commission of the Deaf and Hard of Hearing to provide in-service trainings for clinical 
staff.  Interested staff are encouraged to attend conferences and trainings to gain a greater 
understanding of consumers with known disabilities and to understand the service options 
available to them.  Staff are offered the opportunity to take appropriate online courses related to 
their roles through the BU School of Social Work.  Each year, we develop a theme for four 2-
hour intensive service programs that clinical staff are required to attend.  In FY14, our theme is 
medical conditions.  We began this series with a session by Master Trainers on the Chronic 
Disease Self-Management Program, conducting a “session zero” information session, followed 
by a presentation by the Diabetes Center on Excellent through Cooley Dickinson Hospital.  Our 
next program will be on Chronic Heart Failure. 
 
Section 306 (a) (6)  
Describe the mechanism(s) for assuring that the AAA will 
(A)take into account in connection with matters of general policy arising in the 
development and administration of the area plan, the views of recipients of services under 
such plan; 
 
All Highland Valley program areas engaging with Title III service provision complete yearly  
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satisfaction survey work soliciting input from those persons who receive the specific services, 
this includes the Nutrition Program, Home Care Resources, Family Caregiving, and 
Ombudsman.  On a regular basis, there is an additional statewide survey regarding information 
and referral services that is conducted by Highland Valley staff and answers are input into a 
statewide survey tool. 
 
Highland Valley participated in the statewide needs assessment process during 2013.  (See 
Attachment I.2. for details of the process completed.)  Groups of consumers were gathered to 
share in the discussion about identifying the primary areas of unmet needs of consumers.  These 
discussions occurred in a variety of communities, housing options and culturally diverse 
populations.  In addition, in January of 2014 with the new Executive Director, a community 
forum was held with community partners representing the entire service area including Councils 
on Aging, Hilltown Health Center, social workers, etc.  This dialogue was held to gather and 
discuss a variety of topics including transportation, companion services, isolation, mental health 
and behavioral issues and to confirm information gathered through the needs assessment process. 
 
We have recently implemented a quarterly forum discussion.  Community partners will be 
invited to come to join the upper level management and program directors to discuss important 
topics and collaborations.  During FY14, the following gatherings occurred: 
1) In the fall of 2013, a gathering of Council on Aging Directors was held 
2) In March of 2014, Contracted Homemaking/Personal Care  Vendor providers met and 
3) In July, Nursing Home Administrators, Social workers/discharge planners and Directors of 
Nurses will gather. 
 
Mental Health and transportation are topics that will be incorporated into future scheduled 
gatherings. 
 
Recipients of Title III awards are visited at a minimum of once per year and a satisfaction survey 
is completed and kept on file ensuring that they are meeting the requirements and the identified 
program initiatives that they intended to pursue. 
 
(B) serve as the advocate and focal point for older individuals within the community by (in 
cooperation with agencies, organizations, and individuals participating in activities under 
the plan) monitoring, evaluating and commenting upon all policies programs, hearings, 
levies, and community actions which will affect older individuals; 
 
Highland Valley has three very active Advisory Councils which are comprised of board 
members, representatives from Councils on Aging, local banking institutions, Community Legal 
Aid and other valued community partners.  These Advisory Councils meet at a minimum of 
quarterly and some meet more often.  The Councils are the Nutrition Project Council, Money 
Management Advisory Council and the Title III Advisory Council. 
 
Highland Valley has instituted a quarterly community forum to invite designated groups to 
participate in dialogues regarding pertinent topics with Highland Valley program directors and 
the upper level management team.  Typical invitations would be with the Councils on Aging, 
Nursing Home administration and staff, contracted vendors to name a few.  (See previous section  
for more specific details.) 
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Program Directors, especially the Protective Service and Money Management Programs, work 
closely with the local Police Departments, the State Police, Fire Departments, banking 
institutions and District Attorney’s office as they work to resolve issues facing consumers.  
Appropriate staff participate regularly in continuum of care meetings with Cooley Dickinson 
Hospital, CDHVNA, and Noble Hospital discussing pertinent issues faced with the provision of 
long term and community based care. 
 
Highland Valley is pleased to work very closely with Westfield State University (WSU) School 
of Social Work.  For the past seven years we have had an average of 2-3 interns each academic 
year in our Home Care and Protective Service Programs representing BA and MA level students.  
This is an important relationship as it assists in offering first hand experiences to understanding 
and addressing the needs of elders.  We have been fortunate to be able to hire four of these 
students on graduation from their programs. For academic year FY15, we will have 2 BA 
students and 1 MA student.  WSU offers involved supervisors the opportunity to participate in 
some seminars and other appropriate courses.  Dialogue is currently underway and consideration 
regarding an additional master’s level student intern from Boston College School of Social Work 
for the fall of 2014. 
 
Highland Valley utilizes community advocates with whom we interact on a regular basis and 
provide in-service training for our staff.  These areas include MAB, MCDHOH, and Community 
Legal Aid. 
 
Currently we are engaged with the RCC for the Pioneer Valley and Franklin County (because of 
the rural nature and close affinity to towns) in working to discuss transportation issues and 
challenges impacting our service area.  Discussions are underway on establishing a separate 
group to address the hilltown areas in Hampshire County. 
 
Staff look forward yearly to health, safety and wellness health fairs as an opportunity to represent 
resource options. 
 
During FY13, we received a first time three-year grant from the United Way of Hampshire 
County to support our Nutrition Program.  The first year the Nutrition Program was spotlighted 
in their promotional materials.  In FY14, the Nutrition Program, a recipient of Home Care 
Program services, a Money Manager Volunteer, and the Interim Executive Director were 
spotlighted in their annual campaign to identify community programs and advocacy. 
 
The agency has been working to improve our community and marketing presence.  Major ways 
of completing this has been with recent radio ads, social media and promotional materials for our 
1st Annual Walkathon to support the Nutrition Program held May 17, 2014.  The agency is 
currently working to develop an electronic newsletter that would be a way to connect on a 
regular basis with our community partners, to keep them aware of educational information, 
special community programs as well as to provide staff with community updates. 
 
Highland Valley is an active member of the Human Service Forum and Mass Home Care 
Association. 
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Section 306 (a)(7) 
Include information describing how the AAA will 
(7) provide that the area agency on aging shall, consistent with this section, facilitate the 
area-wide development and implementation of a comprehensive, coordinated system for 
providing long term care in home and community based settings, in a manner responsive to 
the needs and preferences of older individuals and their family caregivers, by 
(A) collaborating, coordinating activities, and consulting with other local and public and 
private agencies and organizations responsible for administering programs, benefits, and 
services related to providing long-term care. 
 
Highland Valley staff have a longstanding relationship with the twenty four Councils on Aging.  
The COA’s have hosted many programs and initiatives including the Healthy Aging workshop 
series and the recent financial literacy programs through the Money Management Program.  
Highland Valley staff work in partnership with the PVARDC, DDS, MRC, DMH, DPH and 
other health and human service providers to support the long term care needs so that essential 
information and referral resources are provided.  It is essential to provide a full continuum of 
care to consumers which include both the formal and informal support entities.  Weekly 
interdisciplinary case share meetings are opportunities for case discussions at Highland Valley 
Elder Services as are family meetings and care plan meetings with the nursing facilities. 
 
Multiple Highland Valley Elder Services staff (Ombudsman Program Director, Ombudsman 
Volunteers, Comprehensive Screening Service Model CA and RN (CSSM)) play important roles 
as we work collaboratively with our nursing facility staff on a daily basis.  Through the 
assessment process, consultation, referrals, coordination of care services staff inform and 
administer programs and benefits to support the long term care needs of consumers. 
 
The integration of available resources and collaboration of Title III awardees is integral to the 
success of the work i.e.: utilizing translation and interpretation services to support cultural 
diversity issues and concerns.  Legal issues that may arise are addressed by Community Legal 
Aid Family caregiving support group offerings and resources are available. 
 
 (C) implementing, through the agency or service providers, evidenced based programs to 
assist older adults and their family caregivers in learning about and making behavioral 
changes intended to reduce the risk of injury, disease, and disability among older 
individuals; 
 
Currently we are offering the Healthy Aging Program using a small Title III award to support the 
training of staff, mileage and materials, and stipends for volunteers who conduct workshop series 
in Chronic Disease Self-Management, Chronic Pain, Diabetes, Arthritis, and Tai Chi.  We 
currently have a variety of HVES staff and community volunteers who have a variety of 
qualifications from Master Trainers to Leaders.  (See page 7 for detailed list of Leaders and 
Master Trainers.)  Most programs to date have been completed at Councils on Aging primarily in 
Westfield, Amherst, Northampton, Easthampton, Middlefield, Cummington, and Health Centers 
in the hilltowns.  We have a recent affiliation with Valley Medical Group which is referring 
patients from their Amherst, Northampton and Easthampton sites.  Our current licensure is an 
affiliation MOU with the Center for Excellence in Healthy Aging at Elder Services of Merrimack  
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Valley.  See grid on page 7 for programs completed during the past year.  We would like to 
expand our program offerings to include Matter of Balance and Powerful Tools for Caregiving. 
 
Cooley Dickinson Hospital-VNA has a long standing successful falls prevention program and we 
refer consumers to that program. 
 
Section 306(a) (10) 
Describe the procedures for assuring that the AAA will 
(10) provide a grievance procedure for older adults who are dissatisfied with or denied 
services under this title; 
 
See Appendix III for Policy and Procedure for Grievances. 
 
Section 306 (a)(17) 
Describe the mechanism(s) for assuring that the AAA will: 
(17) include information detailing how the area agency will coordinate activities, and 
develop long-range emergency preparedness plans with local and State emergency response 
agencies, relief organizations, local and State governments, and any other institutions that 
have responsibility for disaster relief service delivery 
 
See agency Emergency Management Plan, Appendix IV. 
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Attachment C - AAA Organizational Chart 

 
32

 



Highland Valley Elder Services, Inc. – Area Agency on Aging – Focus Area Coordination 2014-2017 

Attachment D - AAA Corporate Board of Directors Form 1 
as of October 2013 

 
AREA PLAN ON AGING, 2014 - 2017 

Form 1 - AAA Corporate Board of Directors - Federal Fiscal Year 2014 

    Area Agency on Aging :  Highland Valley Elder Services, Inc. 

    

Member Name Identify Officers by Title 
City/Town of 
Residence Membership Affiliation 

Jean Armitage Representative Director Tolland Tolland Council on Aging 
Mary Jane 
Connolly Secretary Southwick Southwick Council on Aging 
Elizabeth Faulkner Representative Director  Hadley Hadley Council on Aging 

Harriet Fischer Membership Liaison Southwick Southwick Council on Aging 

Diane Geissler Representative Director Easthampton Easthampton Council on Aging 

Joan Golowich Representative Director Amherst Amherst Council on Aging 

Joan Hart Representative Director Pelham Pelham Council on Aging 

Thomas Humphrey Member at Large Westfield   

Ann Marie Knox Representative Director Worthington Worthington Council on Aging 

Ann Kohn Nutrition Project Council 
Liaison Plainfield Plainfield Council on Aging 

Marion Kraus  President Westfield Westfield Council on Aging 

Susan Kurcharski AAA & MMP Advisory 
Council Liaison Chester Chester Council on Aging 

James Liptak Representative Director Westfield Westfield Council on Aging 

Cynthia May AAA Advisory Council 
Liaison 

West 
Chesterfield Chesterfield Council on Aging 

Robert Montague Representative Director Northampton Northampton Council on Aging 

Lydia Omasta Member at Large Northampton   

Shawn Robinson Representative Director  Hatfield Hatfield Council on Aging 

Kathryn Service Representative Director  Northampton Northampton Council on Aging 

Camille Smith Representative Director  Worthington Worthington Council on Aging 
Barbara 
Sokolowski Representative Director  Westfield Westfield Council on Aging 
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Member Name Identify Officers by Title 
City/Town of 
Residence Membership Affiliation 

Barbara Sutherland Vice President Amherst  Amherst Council on Aging  

William Tatro Representative Director  Westfield Westfield Council on Aging 

Carolyn Urekew Member at Large Cummington Cummington Council on Aging 

Larry West Representative Director  Haydenville Williamsburg Council on Aging 

Jack Wright Treasurer Hadley Hadley Council on Aging 

  
    

    

 
88.9 

  Percentage of the Board that are 60+ years 
of age. 

 
3.8 

  Percentage of the Board that are minority 
persons. 

 
3.8 

 Percentage of the Board that are 60+ and 
minority persons. 
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Attachment D - AAA Corporate Board of Directors Form 1 
as of June 2014 

 
AREA PLAN ON AGING, 2014 - 2017 

Form 1 - AAA Corporate Board of Directors - Federal Fiscal Year 2014 
    Area Agency on Aging :  Highland Valley Elder Services, Inc. 

    

Member Name Identify Officers by Title 
City/Town of 
Residence Membership Affiliation 

Jean Armitage Representative Director Tolland Tolland Council on Aging 
Mary Jane 
Connolly Representative Director Southwick Southwick Council on Aging 
Elizabeth Faulkner Representative Director  Hadley Hadley Council on Aging 

Joan Golowich Representative Director Amherst Amherst Council on Aging 

Joan Hart Representative Director Pelham Pelham Council on Aging 

Thomas Humphrey Member at Large Westfield   

Ann Marie Knox Representative Director Worthington Worthington Council on Aging 

Ann Kohn Nutrition Project Council 
Liaison Plainfield Plainfield Council on Aging 

Marion Kraus  President Westfield Westfield Council on Aging 

Susan Kurcharski AAA & MMP Advisory Council 
Liaison Chester Chester Council on Aging 

James Liptak Representative Director Westfield Westfield Council on Aging 

Cynthia May AAA Advisory Council Liaison West Chesterfield Chesterfield Council on Aging 

Lydia Omasta Member at Large Northampton   

Shawn Robinson Vice President  Hatfield Hatfield Council on Aging 

Camille Smith Representative Director  Worthington Worthington Council on Aging 

Estelle Stasz Representative Director  Easthampton Easthampton Council on 
Aging 

Barbara Sutherland Representative Director Amherst  Amherst Council on Aging  

William Tatro Representative Director  Westfield Westfield Council on Aging 

Carolyn Urekew Member at Large Cummington Cummington Council on 
Aging 

Larry West Representative Director  Haydenville Williamsburg Council on 
Aging 
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Residence 

Jack Wright Treasurer Hadley Hadley Council on Aging 

  
    

    

 
95.2 

  Percentage of the Board that are 60+ years 
of age. 

 
9.5 

  Percentage of the Board that are minority 
persons. 

 
4.8 

 Percentage of the Board that are 60+ and 
minority persons. 
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Attachment E - AAA Advisory Council Members Form 2 
 

AREA PLAN ON AGING, 2014 - 2017 
Form 2 - AAA Advisory Council Members - Federal Fiscal Year 2014 

      Area Agency on Aging:  Highland Valley Elder Services, Inc. 
      

Member 
Name 

Identify Officers 
by Title 

City/Town of 
Residence Membership Affiliation 

  

Leslie Arriola  Council Member Amherst 
Systems & Solutions for Chaos 
Control  

  
Roy Benson Council Member Southwick Southwick Council on Aging 

  Doron 
Goldman Council Member Northampton Community Member 

  
Merle Norman Council Member Northampton Community Member 

  
Harriet Fischer Council Member Southwick Community Member 

  
Miriam Moss Council Member Northampton Community Member 

  
Herbert Pace  Council Member Southwick Southwick Council on Aging 

  

Cynthia May Liaison to Board 
West 
Chesterfield Highland Valley Board Member 

  
Sue Kucharski Liaison to Board Chester Highland Valley Board Member 

  

      
      

89% 
  Percentage of the Advisory Council that are 60+ years of 
age. 

  
0 

  Percentage of the Advisory Council that are minority 
persons. 

  
0 

  Percentage of the Advisory Council that are 60+ and minority 
persons. 

 
 
 
 
 

37 

 



Highland Valley Elder Services, Inc. – Area Agency on Aging – Focus Area Coordination 2014-2017 

Attachment F - AAA Funded Services Form 3 
 

AREA PLAN ON AGING, 2014 - 2017 
Form 3 - Funded Services - Federal Fiscal Year 2013/2014 

Programs Funded in Whole or in Part by Title III 
Area Agency on Aging:  Highland Valley Elder Services, Inc. 

FUNDED SERVICES 
Ti

tle
 II

I F
un

di
ng

 
C

at
eg

or
y 

G
oa

l N
um

be
r 

N
AP

IS
 C

od
e 

# 

Pr
io

rit
y 

Sv
c 

'A
', 

'I',
 'L

', 
'O

' 

Ev
id

en
ce

-B
as

ed
 

Pr
og

ra
m

 In
 U

se
 

FFY2013 FUNDING - ACTUAL FFY2014 FUNDING - 
PLANNED 

          
Title III 
Award 

Title III 
Expend. 

Non-Title III 
Exp. Title III Award Non-Title III 

SUBGRANTEE/PROVIDER                     
Amherst Housing Wellness Program B 2 19 I    3,500  3,500    1,750    
Amherst Senior Center B 3 10 A    600  600    750    
Amherst Senior Center B 2   A         250    
Blandford Council on Aging B 2  A         1,200    
Casa Latina B 5 14 A   5,000   5,000    3,000    
Chester Council on Aging B 3 17 I   1,500  1,230    2,500    
Chester Council on Aging B 1 10 A   1,500  350        
Chester Council on Aging B 1 13 A   1,000  300        
Chesterfield Council on Aging B 2 32 A         380    
Chesterfield Council on Aging B 2 32 A   280  100    360    
Chesterfield Council on Aging B 2 14 A   2,000  1,970    1,000    
Chesterfield Council on Aging B 2 13 A    1,000  630    1,000    
Community Legal Aid B 5 11 L   29,271  29,271    29,761    
Cummington Council on Aging B 2 10 A  375 375    
Cummington Council on Aging B 2 13 A  830 760     
Easthampton Council on Aging B 2/3 34 I   2,500 1,988   1,950   
Easthampton Council on Aging B 2/3 14 A   2,500 2,084   2,500    
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AREA PLAN ON AGING, 2014 - 2017 
Form 3 - Funded Services - Federal Fiscal Year 2013/2014 

Programs Funded in Whole or in Part by Title III 
Area Agency on Aging:  Highland Valley Elder Services, Inc. 
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FFY2013 FUNDING - ACTUAL FFY2014 FUNDING - 
PLANNED 

          
Title III 
Award 

Title III 
Expend. 

Non-Title III 
Exp. Title III Award Non-Title III 

SUBGRANTEE/PROVIDER                     
Easthampton Council on Aging B 2/3 10 A  2,000 1,837  2,500   
Franklin Regional Transit Authority B 3 34 A   6,500  6,500        
Goshen Council on Aging B 5 14 A   2,000  1,700    1,500    
Hadley Council on Aging B 2/3 10 A   3,200  2,400    2,039    
Hatfield Council on Aging B 2 10 A   1,000  951        
Hatfield Council on Aging B 2 13 A   1,000  835  1,400   
Hilltown Community Development 
Corp. 

B 2/3 19 I  6,000 6,000  3,000   

Hilltown Community Health Center B 2/3  O     2,500   

Jewish Family Service of Western 
Massachusetts 

E 4  A  6,650   6,650   

JF Sullivan Residents’ Group B 2 39 A/I  1,200 1,180     

Nash Hill Residents’ Group B 2 39 A/I  2,000 2,000  1,500   

Northampton Council on Aging B 3 34 I  4,000 3,000  1,000   

Northampton Council on Aging B 3 10 A  2,000 2,000    

Northampton Council on Aging B 3 32 A  2,500 2,500  2,000  
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AREA PLAN ON AGING, 2014 - 2017 
Form 3 - Funded Services - Federal Fiscal Year 2013/2014 

Programs Funded in Whole or in Part by Title III 
Area Agency on Aging:  Highland Valley Elder Services, Inc. 
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FFY2013 FUNDING - ACTUAL FFY2014 FUNDING - 
PLANNED 

          
Title III 
Award 

Title III 
Expend. 

Non-Title III 
Exp. Title III Award Non-Title III 

SUBGRANTEE/PROVIDER                     
Ruth Rootbert B 2 32 A  1,800 1,800  2,000  
SAGE of Western Massachusetts B 2 14 A   4,900 4,332   3,000  
Southampton Council on Aging B 2/3 14 A   2,000    2,500  
Southampton Council on Aging B 2/3 14 O         1,500  
Southern Hilltown Council on Aging B 2/3 14 A   5,500 5,500     
Southwick Senior Center B 2 14 A   800 600   1,000   
Treehouse Foundation B 2 14 A   1,000      
UMASS Amherst Office of family 
Resources 

E 4  A   6,000    6,000   

Westhampton Council on Aging B 2/3 14 A   1,000  1,000   2,000   
Westhampton Council on Aging B 2/3 10 A  800 667   380    
Westhampton Council on Aging B 2/3 13 A   1,000 234     
Williamsburg Council on Aging B 2 10 I   4,970 4,970   2,000  
Williamsburg Council on Aging B 2 34 A   2,000 2,000   1,000   
           
DIRECT SERVICES           
Highland Valley Elder Services, 
Nutrition Program 

E 2     26,221    

Highland Valley Elder Services, 
Ombudsman Program 

B 2  O   28,609  52,000  

Highland Valley Elder Services, 
Protective Services Program 

B 2  A     3,000  
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Attachment G - AAA Focal Points Form 4 
 

AREA PLAN ON AGING, 2014 - 2017 
Form 4 - Focal Points - Federal Fiscal Year 2014 

        
 

Area Agency on Aging:  Highland Valley Elder Services, Inc. 
          

Focal Point Name Address Town 

Focal Point Designations (Mark with "X") 
Senior 
Center/ Community Nutrition  SHINE 

Adjacen
t  

Council 
on Aging Center Meal Site Site Housing 

Amherst Senior 
Center/Council on 
Aging 

70 Boltwood Walk 
Bangs Center 

Amherst 

X X X X X 
Blandford Council on 
Aging 

Blandford Town Hall 
Russell Road Blandford X         

Chester Council on 
Aging 15 Middlefield Road Chester X     X   
Chesterfield Council on 
Aging 

Davenport Town Office 
422 Main Road Chesterfield X         

Cummington Council 
on Aging 

Community House 33 
Main Street Cummington X X   X   

Easthampton 
Community Enrichment 
Center 19 Union Street Easthampton X X X X   
East Mountain View 138 East Mountain Road Westfield     X   X 
Goshen Council on 
Aging Main Street Goshen X         
Granville Council on 
Aging 

Granville Town Hall 707 
Main Road Granville X         
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Focal Point Name Address Town 

Focal Point Designations (Mark with "X") 
Senior 
Center/ Community Nutrition  SHINE Adjacent  
Council 

on Aging Center Meal Site Site Housing 
Huntington Council on 
Aging 

Town Hall 24 Russell 
Road Huntington X X X   

Middlefield Council on 
Aging 

Town Hall 188 Skyline 
Trail Middlefield X   X X   

Montgomery Council on 
Aging 22 Pomeroy Road Montgomery X         
Northampton Council 
on Aging and Senior 
Center 67 Conz Street Northampton X     X X 
Northampton Dining 
Center 81 Conz Street Northampton     X   X 

Pelham Senior Center 
Pelham Public Library 2 
South Valley Road Pelham X X X     

Plainfield Council on 
Aging 27 North Street Plainfield X     X   
Russell Council on 
Aging 

Russell Town Hall 65 
Main Street Russell X         

Southampton Council 
on Aging 210 College Highway Southampton X     X X 
Southwick Senior 
Center/Council on 
Aging 454 College Highway Southwick X   X X   
Tolland Council on 
Aging 

Town Hall 76 Slope 
Road Tolland X         

Washington House 16 Washington Street Westfield     X   X 
Westfield Council in 
Aging 40 Main Street Westfield X   X X X 
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Focal Point Name Address Town 

Focal Point Designations (Mark with "X") 
Senior 
Center/ Community Nutrition  SHINE Adjacent  
Council 

on Aging Center Meal Site Site Housing 
Westfield Council in 
Aging - Satellite 308 Elm Street Westfield X   X     
Westhampton Council  
on Aging 12 South Road Westhampton X     X  
Williamsburg Council 
Aging/Senior Center 143 Main Street Haydenville X   X     
Worthington Council in 
Aging Huntington Road Worthington X         
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Attachment H – Projected Budget Plan 
 

AREA PLAN ON AGING, FFY2014 - 2017 
PROJECTED BUDGET PLAN - FEDERAL FISCAL YEAR 2014 

 
Area Agency on Aging:  Highland Valley Elder Services, Inc. 

  OCTOBER 1, 2013 THROUGH SEPTEMBER 30, 2014 

 
Area Plan Title III-B Title III-C Title III-D Title III-D Title III-E Ombudsman 

 
Admin Supp Svs Nutr Svs 

Prev Hlth 
EBP 

Prev Hlth 
non-EBP 

Caregiver 
Svs Services 

Federal Planning Award:               
FFY 2013 Title III Estimated 
Continuation       

                  
2,194        

FFY 2014 Title III Income 
               
62,853  

             
163,143  293,374  

               
11,443  

 

               
69,709  43,852  

FFY 2014 Total Title III 
Income $62,853 $163,143  $293,374  $13,637  $         -    $69,709  

 $             
43,852  

 
              

Other Income:               

NSIP      61,693          
NSIP Commodity Credit     78,966          
Other Federal (non-Title III or 
NSIP)               
Program Income (Client 
Contributions)     89,407          

State Home Care     237,650          

State Elder Lunch     157,560          

State - Other      26,000          

 



Highland Valley Elder Services, Inc. – Area Agency on Aging – Focus Area Coordination 2014-2017 

AREA PLAN ON AGING, FFY2014 - 2017 
PROJECTED BUDGET PLAN - FEDERAL FISCAL YEAR 2014 

 
Area Agency on Aging:  Highland Valley Elder Services, Inc. 

  OCTOBER 1, 2013 THROUGH SEPTEMBER 30, 2014 

 
Area Plan Title III-B Title III-C Title III-D Title III-D Title III-E Ombudsman 

 
Admin Supp Svs Nutr Svs 

Prev Hlth 
EBP 

Prev Hlth 
non-EBP 

Caregiver 
Svs Services 

Non-Federal Inkind                

Local               

Other      164,453          

Total Other Income:  $      -     $         -    $ 815,728   $          -     $          -     $         -     $           -    

Total Available Income:  $62,853   $163,143   $1,109,102   $13,637   $            -     $ 69,709   $     43,852  

        
Budgeted Expenditures:               

Wages and Salaries 
                
36,114    384,139      

                
15,336  

                
20,838  

Payroll Taxes/Fringe Benefits 
                
11,033    107,571      

                  
6,176  

                  
6,251  

Mileage/Travel 
                  
1,070    65,999      

                      
219  

                  
6,925  

Occupancy Costs 
                  
2,795    37,576      

                  
1,778  

                  
2,569  

Equipment 
Purchase/Rental/Maintenance     1,200          

Meal Prep and Related Costs     364,170          

Other Program Support 3,670    7,387      300  1,580  
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AREA PLAN ON AGING, FFY2014 - 2017 
PROJECTED BUDGET PLAN - FEDERAL FISCAL YEAR 2014 

 
Area Agency on Aging:  Highland Valley Elder Services, Inc. 

  OCTOBER 1, 2013 THROUGH SEPTEMBER 30, 2014 

 
Area Plan Title III-B Title III-C Title III-D Title III-D Title III-E Ombudsman 

 
Admin Supp Svs Nutr Svs 

Prev Hlth 
EBP 

Prev Hlth 
non-EBP 

Caregiver 
Svs Services 

Agency Admin Support 
Allocation   8,171    141,060       4,900  5,688  

Subgrants - Access   
                
28,528            

Subgrants - In-Home   
                  
6,000            

Subgrants - Legal   
                
29,761            

Subgrants - Other   
                
98,854    

                
13,637    

                
41,000    

Subgrants - Inkind               
Total Budgeted 
Expenditures:  $62,853   $63,143   $1,109,102   $13,637   $           -     $69,709   $43,852  
 
Signature of Area Agency on Aging Planner: 
     

 
Date: 

 

 

Signature of Area Agency on Aging Fiscal Manager: 
      Date:    
Signature of Area Agency on Aging Co-Interim Executive 
Director:     Date  

 
  

Signature of Area Agency on Aging Co-Interim Executive 
Director:     Date    
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Attachment I.1. - Title III-E Family Caregiver Breakout Form 5 
 

AREA PLAN ON AGING, 2014 - 2017 
Form 5 - Title III-E Family Caregiver Breakout - FFY 2014 

    

 
Area Agency on Aging:  Highland Valley Elder Services, Inc. 

 
    Based on the FFY2014 Title III-E Planning Budget 
Total (refer to FFY2014 Title III-E column on 
Projected Budget Plan tab), provide percentage (%) 
estimates for the services listed. $ 69,709.00    

   

   Wages/Personnel costs of AAA staff involved in 
Family Caregiver Support Program services 
(counseling, support groups, training, assess 
assistance and information outreach and other 
specific caregiver services).  31% 

  Contracted respite services. 

 21% 
  Contracted supplemental services. 

 29% 
  Contracted services that include: counseling, 

support groups, caregiver training, access 
assistance and information outreach.  8% 

  Other (explain below) 

 10% 
 

 

Total 
100%   

            

 

Other (detail): 

  

 

Other expenditures include Mileage, Occupancy Costs, Program Support (postage, 
telephone, copier) and Agency Indirect Administration Allocation.  
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Attachment I.2. – Needs Assessment 
 
Highland Valley Elder Services Needs Assessment 2012 
Written by Heather Cahillane Fall 2014 
 
In December of 2012, Highland Valley Elder Services conducted eight needs assessment 
activities.  It was explained to participants that the purpose of the activity was to gather 
information to help develop programs and services to meet elder needs.  They understood that 
this information would help to shape the agency’s plan for the coming years and help to reveal 
needs and deficiencies in service. 
 
One need assessment focus group was conducted with the Russian Residents of Washington 
House (supportive housing site) in Westfield.  A staff member from Lutheran Social Services 
was present to help translate.  Many of the Russian residents living in Washington House only 
speak Russian and the Lutheran Social Services helped to overcome the language barrier. 
 
Three of the needs-assessment activities were conducted as individual interviews with local 
elders.  One of these elder residents resides in Amherst, one resides in Northampton and one 
resides in Westfield.  Two of the three elders participate in the Highland Valley Elder Services 
Title III Advisory Council.  One of the elders is a Money Management Program and Home Care 
consumer who lives alone. 
 
One of the needs assessment activities was conducted as a survey.  This survey was distributed to 
Highland Valley staff.  It was also distributed to the Board of Director members of Highland 
Valley. 
 
Three needs assessment activities were conducted at large group meetings in elder housing 
complexes.  Two of these buildings, East Mountain View and Washington House, are located in 
Westfield.  One building, Nash Hill, is located in Williamsburg.  All three buildings house low- 
income elders. 
 
In our service area there is access to transportation through the Pioneer Valley Transit Authority 
and the Franklin Regional Transit Authority.  Elders report navigating the systems for arranging 
transportation can be confusing.  Setting up medical transportation has to be done very far in 
advance and this is not always possible.  Other concerns include the amount of time public 
transportation can take.  Elders report worrying about being on time for appointments and being 
exhausted after a day of traveling using this venue. 
 
Transportation was also cited as a problem by Highland Valley staff.  Staff deal with 
transportation issues for consumers in many different programs and in many different ways.  The 
Money Management Program must find a way to get money delivered to participants who don’t 
travel.  Care Advisors encouraging consumers to follow up on their medical appointments and 
mental health care often help navigate transportation problems. 
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The second most cited need was for mental and behavioral health support.  Access to behavioral  
health services is limited.  Lack of access to behavioral health services constitutes a problem for 
staff members dealing with consumers with mental health issues, ranging from depression to  
 
anxiety to substance abuse.  Again, this can be seen across programs.  This need is very closely 
related to the need for better transportation.  Sometimes consumers are willing to address their 
mental health needs but do not have the transportation infrastructure to do so.  Several 
participants mentioned that there is a lack of mental health counselors specifically prepared to 
deal with elder specific issues. 
 
The third most cited need was for more ways to maintain independence.  Participants talked 
about the need for more affordable and larger home care service packages.  Elders and AAA 
staff expressed a need for help beyond the basic home care service package. 
 
Themes of needing more hours, more than basic, not as much as ECOP or Choices; feeling 
independent, not depending on family/friends, being needy, general day to day needs, not feeling 
alone were voiced. 
 
Additional work completed by Highland Valley staff in order to have a completed 
community response. 
 
In January 2014, a community forum/focus group was held to gather information with 
community partners representing all of the major community components of our geographic area 
(rural hilltowns and our 4 larger communities).  Partners were invited  to represent programs 
areas that utilize and are impacted by Highland Valley services.  Participants included COA 
Directors, student intern, outreach workers, social workers, homemaking/personal care vendors, 
advisory committee members and board members, COAs, health center staff. 
 
Surveys were completed pre and post meeting to gain an understanding of what participants 
perceived as the highest need areas.  Some participants indicated that after the two hours of 
discussion that their ratings of categories did change. 
 
Pre and post surveys confirmed that transportation services represented the highest level of need. 
There were some minor changes in rating with other categories. Second was behavioral health 
services and maintaining independence.  Third was mental health services, resource and service 
needs and family caregiving support. This was followed by evidenced based educational 
programs and companion services. 
 
The dialogue was rich and we were able to identify the issues for each subject area, brainstorm 
potential solutions and identify some action steps.  Participants felt that the time was well spent 
in assisting the agency work to identify priorities. 
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Attachment I.3. - FY13 Annual Report

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Annual Report 

Fiscal Year 2013 



 

 

2013 In Review 

This past year has presented opportunities and challenges for Highland Valley as we continue to embrace our mission of serving older adults and their 

families through collaboration, education, advocacy and a range of programs designed to support them where they live.   

We had many opportunities for expansion of program options during the past year.  

• Senior Care Organizations (SCO) have continued to expand their presence in our service area, and we added two new SCO contracts to our 

current existing contract.  Although numbers have been on the lower side, we expect that referrals will continue to increase as marketing expands 

into Hampshire and Hampden counties and consumers seek these resources and services.  

• Health care reform has required that all community partners work collaboratively to reduce the costs of health care and reduce hospital 

admissions.  Our work with Care Transitions coaching, Family Caregiving and Options Counseling allow us to continue to partner with community 

resources, our local hospitals and nursing facility partners and to assist consumers as they remain in community with services.  

• Healthy Aging programs have expanded.  During the past six years, we have offered workshops utilizing Stanford’s Chronic Disease Self-

Management Program.  However, the past year we have expanded to offerings of Chronic Pain, Arthritis, and Diabetes.  We have doubled our number 

of active leaders.  We have both staff and volunteers who are Master Trainers and Leaders.  We are excited about a new collaboration with Valley 

Medical Group and will be offering s series of workshops throughout the year at their practice sites.  

• As we look forward to fiscal year 14 we are preparing for the implementation of One Care (previously known at the Integrated Care 

Organization). Negotiated contracts are in place with two organizations for an October 1 implementation.  One Care is a program designed to 

provide services for dually eligible persons who will receive the services they need from a single source.  Services are personalized to an individual’s 

needs and preferences, have the ability to focus on independent living, and provide the opportunity to reduce health care costs.   

• On May 17, 2014 we will be hosting “It’s More Than Just A Meal” - our first annual walk to support the Nutrition Program - at Northampton 

High School.  This event will require lots of planning and working out of details.  A quilt is in its early stages and we will be selling raffle tickets 

throughout the year.  The winning ticket will be selected at the walk.  Last year we started a quilt raffle to support the nutrition program and raised 

$981.00.  Our recipient was thrilled to receive the quilt  

During 2013 we also faced several significant challenges.  This past winter and spring we found ourselves in the midst of transition of several 

management positions.  Unexpected resignation of our Executive Director resulted in transitions of interim staff filling this vacancy in January.  The 

recruitment process began and continues as we move into the next year.  The recruitment for CFO was successfully completed during the summer.  

Our challenges of stabilizing staffing (at all levels) will continue into fiscal year 14.  Our committed and talented staff impact the quality of life of 

consumers and their families in our service areas each and every day.  In addition, we have many dedicated volunteers who assist and support the 

agency as we provide resources and supports.  Highland Valley is proud of the resources and services that staff offer to consumers and their families 

to improve their quality of life and assist them as they remain in community.  

We look forward to working collaboratively with our community partners, vendor providers, Board of Directors, dedicated staff and volunteers to 

face the opportunities in the coming year. 

Nancy Maynard, Interim Executive Director  



   

 

Executive Committee        Board Members 

Name   Town  Year Appointed     Name   Town   Year Appointed 

Betty Faulkner Hadley  2008       Ann Kohn   Plainfield  2010 

Marion Kraus Westfield 2009      Anne Marie Knox  Southern Hilltown 2012   

Barbara Sutherland Amherst  2004         COA Consortium      

John Wright  Hadley 2007      Barbara Sokolowski Westfield  2008    

           Barbara Sutherland  Amherst  2004 

           Camille Smith Worthington  2011 

                    Cynthia May  Chesterfield  2012  

            Diane Geissler  Easthampton  2008 

            Elizabeth Faulkner  Hadley  2008 

            Harriet Fischer  Southwick  2004 

              Jean Armitage Southern Hilltown 2011  

Management Staff       COA       Consortium 

July 2012 – January 2013        Joan Golowich  Amherst  2008    

John Lutz – Executive Director       Joan Hart   Pelham  1997   

Donna Elliott – Associate Director       John Wright   Hadley  2007  

Nancy Maynard – Associate Director    John   &  Marion  Kathryn Service  Northampton 1995    

        Wright      Kraus  Louise Jasionkowski Westhampton 2012    

       Treasurer      President  Lydia Omasta  Member-At-Large 2012 

January 2013 – June 2013         Marion Kraus  Westfield  2009    

Donna Elliott, CFO, Co-Interim Executive Director       Mary Jane Connolly Southwick  2009    

Nancy Maynard, Associate Director, Co-Interim Executive Director        Robert Montague Northampton 2007 

               Susan Kucharski   Chester  2011 

                  William Tatro Westfield  2011  

 

          

 

 

 

         



 

 

                    Staff Listing as of June 30, 2013 
 

Program Directors      Internal Operations    Nutrition continued 

Paula Barnes – Fiscal Systems Manager   Susan Allen     William High 

Sherry Bell – Protective Services    Sherry Bergeron-Heggie   Curtis Hoye   

Heather Cahillane – Community Development  Kelly Boyer     Dona Jacobs 

Valerie Flory – Home Care     Emily Maki     John Johnson  

Mary Gieryk – Office/Systems Manager   Keira Manes     Brenda Linnell 

Marcia Klaus – Money Management   Tara Sanderson    Walter Loughary   

Nancy Mathers – Nutrition     Cindy Theriault    Donald Lussier   

J. Mary Sorrell – Ombudsman           Michael Lynch    

Brandon Stacy – First Cook Supervisor   Nutrition      Tina Meyer 

Kalani Willis – Health Care Coordinator   Judith Biardi     Arthur Mongeon   

           Sandra Bombard    Larry Orloff    

Health Care        Stephen Bond    Barbara Patton  

Eileen Bourque        Daniel Broadhurst    Allen Piette     

Carol Gianchetti      Krystina Cooper    Justin Premont    

Carla McAvoy       Mary Darling    Justina Robles  

        Scott Darling     Alicia Rodriguez  

Home Care        Jennifer Davila    Heather Skubiszewski 

Laura Bresnahan         Joanne Diemand    Daniel Stafford  

Julie Chandler      Claire DiSanto    Gloria Suprenant  

Deanna Dunn       Amy Dionne     Deborah Travis 

Sally Humiston       Friedlinde Ducharme    Douglas Waldo 

Michelle Mei       Vanessa Gagnon     Trudy Weaver 

Iris Rosa        Jonas Garson     Tharon Williams 

Karen Rubin        Susan Gebo       

Cynthia Thibeau      John Gifford, IV     Protective Services 

           Christy Giles      Emilia Dunkley 

Home Care Resources      William Giles     Deborah King 

Geralyn Rodgers       Timothy Giza     Shivani Kleinerman 

Victoria Swana       Glenn Goebel     Dean Lagrotteria 

Yezenia Torres       Mike Gougeon     Samara Saykin 

        Betty-Anne Gould     



 

Staff 

 
 

 
  



 

 

   Volunteers   Advisory Councils 

Money Management   Nutrition    Money Management   Nutrition  

Jean Armitage    Louise Bieg      Patricia Covalli    Rita T. Bishko 

Adele Barkowski    Ernest Charron    Mary Duclos     Lionel (Tom) Fry 

Richard Bauman    Mark Dansereau     Ronald Grezlak    Ann Kohn 

William Bixby    Elizabeth Faulkner    Maureen Mahar    Mary Jane Laus 

Helen Boynton    George Hollywood    Maura Plante     Ellenor Rennell 

Patricia Covalli    Ann Kohn      Sharon Rogalski    Don Samms 

Maryann Miranda Geiger   Eric Methe     Jan Stiefel     Mary Sankolewicz 

Mary Lou Gerrish    Henrietta Munroe     Linda Talbot     Barbara Sutherland 

Teresa Greenwood    Catherine Robinson          Nylda Weeks 

Jacqueline Kinsey     Mary Spellicy     

Nancy Lapointe             Title III 

Barbara McCarthy    Ombudsman       Jan Joseph Adamski 

Prem Menon     Mardi Abuza        Leslie Arriola 

York Mitchell    Elizabeth Bell-Perkins     Roy Benson 

Jane Nevinsmith    John Chistolini       Doron Goldman 

Carol O’Kulskey    Senga Densmore       Sue Kucharski 

Gerry Ognibene    Cynthia Garrison      Gerald Mann 

Marion Rosenau    Anna Johnson       Cynthia May 

Kelly Silvestri     Jodi Kirschner       Miriam Moss 

Louise Slysz     David LaLima      Merle Norman 

Lynn Starr     Ruth Ann Orlansky      Herbert Pace 

Diane Stengle    Catherine Robinson      Hilary Shaw 

Shirley Stevens    Aldo Rosingana 

Douglas Townsend    Kathleen Stewart 

Gwen Whelan 

Crystal Zingler    Westfield State University Interns – School of Social Work 

      Emily Moore 

      Lauren Kolodzinski 

      Yezenia Torres 

 

 



 

 

Caring Community Build Partners  

Amherst Housing Authority Amherst Senior Center Casa Latina   

Chester Council on Aging Chesterfield Council on Aging Community Legal Aid  

Cummington Council on Aging Easthampton Council On Aging East Mountain View Quality of Life Council 

Franklin Regional Transit Authority Goshen Council on Aging Hadley Council on Aging  

Hatfield Council on Aging Hilltown Community Development Corp Jewish Family Service of Western MA 

J. F. Sullivan Resident's Group Lutheran Social Services Northampton Council on Aging 

Resident Council of Nash Hill Place Ruth Rootberg SAGE Western Massachusetts  

Southampton Council on Aging Southern Hilltown COA Consortium Southwick Senior Center 

Treehouse Foundation UMASS Amherst Office of Family Resources Westhampton Council on Aging

 Williamsburg Council on Aging 

 

 

 

 

 

    

 

 

 

 

 
Senior Farmers’ Market Nutrition Program for Homebound Elders  

 
 

 



 

Summary of Services and Resources 

HOME CARE RESOURCES provides information and referral services. 

 INFORMATION is available on community resources and services available to those 60 and over, their caregivers and other interested 
individuals.  
  

 INTAKE receives referrals for Home Care, Adult Protective Services, Home Delivered Meals, Money Management, Nursing Facility and Adult Day 
Health screenings.  Anyone can call to make a referral. 

 
HOME CARE SERVICES are available to eligible elders 60 and over who meet income and need-based eligibility and may include the following:| 
 

 CARE ADVISEMENT/MANAGEMENT SERVICES offer consultation for individualized assessment, care planning, and follow-up to elders and 
their family caregivers. 

 TAKE CHARGE PROGRAM offers people the choice of hiring and supervising their own Home Care workers.   

 HOMEMAKER/PERSONAL CARE SERVICES Housecleaning, menu planning, laundry, shopping, meal preparation and personal care are 
available.  

 CHORE SERVICES include heavy household cleaning and home maintenance.  

 HOME HEALTH SERVICES provide skilled nursing, home health care and physical therapy. 

 RESPITE SERVICES provide brief periods of planned relief to individuals who provide daily care to an elder.   

 HOME DELIVERED MEALS provide well-balanced, nutritious meals to eligible people over 60 who meet eligibility guidelines.  Lunch, dinner and 
frozen weekend meals are available. 

 PERSONAL EMERGENCY RESPONSE SERVICE provides a medical communications alerting system which is monitored 24 hours per day. 

 ADULT DAY PROGRAMS: Adult Day Health/Social Day Care provides care through an organized program of recreational and social activities in 
a supervised setting.  Dementia programs provide activities for elders with memory impairment 

 
PROTECTIVE SERVICES offers short-term counseling, intervention, legal assistance, advocacy information and referral for elders who are abused or 
neglected in their homes, or unable to care for themselves.  Elder Abuse Hotline is available 24 hours/day to take calls. 

MONEY MANAGEMENT PROGRAM provides assistance to low-income elders who have difficulty managing their financial affairs by community 
volunteers who have had extensive training.           

OMBUDSMAN SERVICES provide a way for nursing and rest home residents and their families to voice their concerns and have their complaints 
addressed by trained and supervised volunteers who visit nursing and rest home residents weekly.   

CLINICAL ASSESSMENT & ELIGIBILITY provides pre-admission nursing facility screenings on behalf of Mass Health members or applicants, as well as 
screenings for Adult Day Health and Home Health Services.   

 



 

Summary of Services and Resources (cont.) 

COMPREHENSIVE SCREENING and SERVICE MODEL (CSSM): Consumers who are Mass Health eligible in nursing facilities are screened and reviewed 
in an effort to encourage community discharge with services.   

OPTIONS COUNSELING provides a series of consultation visits by trained Options Counselor to elder and/or caregiver regarding programs and 
resources available to help them meet their identified goal(s). 

FAMILY CAREGIVER PROGRAM is a range of services designed to support the needs of family caregivers.  The program is coordinated regionally and 
statewide.   

SUPPORTIVE HOUSING OPTIONS are located at East Mountain View & Washington House residences in Westfield.  These residences offer settings 
where residents take charge of a Resident Quality of Life Council to manage service delivery and all aspects of daily life.  

COMMUNITY DINING CENTERS serve hot meals and offer socialization at 12 area locations, including Councils on Aging.  The weekday noon meal is 
available to elders 60 and over.  Reservations should be made 48hrs in advance. 

CALL US FOR INFORMATION OR TO MAKE A REFERRAL:  

413-586-2000 or 1-800-322-0551 

TTY: 413-585-8160 

Monday – Friday from 9-5pm 

E-mail: qll@highlandvalley.org 

www.highlandvalley.org 

AFTER HOURS ELDER ABUSE HOTLINE: 

1-800-922-2275 

Evenings and Weekends 

Highland Valley Elder Services 

320 Riverside Drive, Suite B 

Florence, MA  01062 

TOWNS SERVED: Amherst, Blandford, Chester, Chesterfield, Cummington, Easthampton, Goshen, Granville, Hadley, Hatfield, Huntington, Middlefield, 

Montgomery, Northampton, Pelham, Plainville, Russell, Southampton, Southwick, Tolland, Westfield, Westhampton, Williamsburg, Worthington 

 

           

http://www.highlandvalley.org/


                     

   

A Glimpse at Several of Our Consumers 

 

Money Management Bill Payer 

Mrs. A, 94, was referred in 2009 by one of Highland Valley’s Home Care Program Care Advisors because she is legally blind and had no one 

to read her mail or pay her bills.  She lives in her own home, has help to do cleaning and shopping, and receives home delivered meals.  

Additionally, a nurse comes in bi-weekly to set up her medications.  Other than this, Mrs. A is able to take care of all her own needs.  Mrs. A 

has no family who can assist her at this time.  She was matched with a Money Manager, who is still assisting her today, in sorting her mail 

and organizing her bills for payment, balancing her checkbook and writing checks for her signature.  As a result of the Money Management 

Program, Mrs. A is able to be independent and remain in her own home in the community.  Mrs. A looks forward to the visits from her 

Money Manager and is deeply thankful for her assistance.  Mrs. A participates in the Bill Payer program as she is capable of making 

decisions about her financial affairs and can sign all her checks.  

 

Protective Services 

A note from a family member: 

Last spring, we noticed the Mom was becoming confused with her medications and money management.  The Easthampton Senior Center 

referred us to the Highland Valley Elders Services group for help.  Their advice, information and support were invaluable!  Since I live 

outside Massachusetts, I was unfamiliar with the services there in Western MA.  As Mom’s dementia got worse, we needed even more 

direction and help and they got us connected to Protective Services.  Mom was offered support with hygiene, money management, 

medication oversight, etc.  The even gave us a caregiver grant, which proved to be a life saver for Mom.  Sometimes, we just needed new 

information as Mom declined.  As time went on, HVES played a crucial role in our ability to determine Mom’s needs and to locate the 

services we needed to help her.  Obtaining a “Power of Attorney” was vital to us to care for Mom.  At every turn, the Protective Service 

Worker and others were there to help us.  It made all the difference to us!  

 

 



 

 

Aging Gracefully – by a Home Care Care Advisor 

In a sunny apartment building in Westfield, MA, lives Mrs. S who is Irish to the core and always eager to share a spot of tea with a visitor.  I 

have worked with this woman for the past eight years as her Care Advisor in the Enhanced Community Options program (ECOP), which is 

part of the Home Care Program at Highland Valley.  She receives an hour of assistance with her personal care three days a week; two hours 

of homemaking weekly to clean her apartment, assist with her laundry, run errands and help her with grocery shopping; and a Personal 

Emergency Response System (ERES) to access help if she falls or has a medical emergency.  She is happy to tell anyone she meets how 

pleased she has been with her “girls” as they have allowed her to remain living independently in her own home and not having to rely on 

her son and daughter exclusively.  Though she has accidentally pushed her PERS call button on occasion, she feels safer knowing that if she 

really needed assistance, the responders would be as helpful and efficient as they are when “accidentally” needed them. Mrs. S is still deeply 

connected to her community, having worked many years at a local hospital and she still tries to go out to lunch once a month with some 

friends from there.  Her cheerful smile and keen sense of humor make her a delight to be with and she loves to share stories of the exploits 

and activities of her extended family who she keeps up with on Facebook and through e-mail. 

 

She only moved to this apartment, a community of elders, a few years ago when the stairs in her old apartment building became too much 

for her.  She has embraced the options of activities that they provide, including holiday gatherings, game nights and guest speakers.  Mrs. S 

feels blessed to live across the hall from a relative, so when family comes to visit, which they do frequently, they can visit and catch up on 

their goings on.  She likes the fact that there is someone she knows so well right next door. 

 

Under the ECOP program, Mrs. S receives home visits quarterly from either a HVES RN or by me, to update her medical and functional 

status to ensure that she is receiving the most appropriate level of care for her needs.  These re-assessments include going over doctor 

appointments, changes in medications, falls, trips to the ER or hospitalizations, new medical diagnoses, and changes in sleep, appetite, or 

emotional well-being.  If necessary, appropriate referrals are made for additional services.  I am always available to Mrs. S to call with 

questions, comments, or concerns about her services and I find I look forward to my regular home visits. 

 

I feel Mrs. S is a wonderful representative of the growing segment of elders that chose to age in place and just needs some supports to help 

them age with the dignity and grace, a tenet of the service options provided by Highland Valley.  She and her family celebrated her 100th 

birthday in August.  Mrs. S delights in her ability to live in her community in the town she calls home and enjoys each day.  Whether it be 

reading a book brought from a volunteer at the Westfield Athenaeum or making her classic Irish soda bread for a St. Patrick’s Day party for 

the residents, this amazing woman has come to this stage of her life with a positive attitude and joy.  

 

 



 

2013 Agency Statistics 

          Expenses by Source 

People Served:         

Basic Home Care Program: 516  

Enhanced Community Options Program: 85 

Community Choices Program: 112 

Home Delivered Meals Program: 879 

Brown Bag: 225 

Congregate Meal Sites: 412 

Family Caregiver Support Program: 179 

Protective Services & Elder at Risk: 348         

Senior Care Organization: 11 

Options Counseling: 23 

Little Necessities: 28 

 

People Served by Town:          

Federal Expenses by Program 

 

 

 

 

 

Meals Served: 

Home Delivered: 134,162 

Congregate: 23,864 

 

 

Amherst 246 Hadley 162 Russell 20 
Blandford 12 Hatfield 77 Southampton 63 
Chester 16 Huntington 53 Southwick 147 
Chesterfield 11 Middlefield 16 Tolland 1 
Cummington 12 Montgomery 3 Westfield 636 
Easthampton 307 Northampton 409 Westhampton 13 
Goshen 5 Pelham 26 Williamsburg 62 
Granville 13 Plainfield 8 Worthington 6 

Case Management

Supportive Services

Nutrition

Other

Caregiver

Ombudsman

Federal

State

Other



 

 

Financials 

 

State Expenses by Program 

 

 

Revenue Sources for Fiscal Year 2013 

 

Executive Office of Elder Affairs 
Senior Care Options 
In-Kind Contributions 
Fundraising, Grants, United Way 
Federal 
Other 

 

 

 

Home Care

Supportive Housing

Protective Services

Long Term Care Options

Caregiver

Elder Lunch

Clinical Assessment &
Eligibility

Money Management



 

Mission Statement 

Highland Valley serves older adults and their families through collaboration, education, advocacy, and a range of programs designed to 

support them where they live. 

 

 

Diversity Statement 

Highland Valley serves people throughout our communities with compassion.  

We honor diverse experience and identities as we strive to provide  

the best possible service according to individual needs. 

 

 

 

Towns Served 

 

 

 

 

320 Riverside Drive, Suite B 

Florence, MA 01062 

413-586-2000 

1-800-322-0551 

www.highlandvalley.org 
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Appendix 1 - Listing of Agency Services 
 
HOME CARE RESOURCES provides information and referral services. 
 
INFORMATION is available on community resources and services available to those 60 and 
over, their caregivers and other interested individuals. 
 
INTAKE receives referrals for Home Care, Adult Protective Services, Home Delivered Meals, 
Money Management, Nursing Facility and Adult Day Health screenings.  Anyone can call to 
make a referral. 
 
HOME CARE SERVICES are available to eligible elders 60 and over who meet income and 
need-based eligibility and may include the following: 
 

CARE ADVISEMENT/MANAGEMENT SERVICES offer consultation for 
individualized assessment, care planning, and follow-up to elders and their family caregivers. 
 
TAKE CHARGE PROGRAM offers people the choice of hiring and supervising their own 
Home Care workers. 
 
HOMEMAKER/PERSONAL CARE SERVICES Housecleaning, menu planning, 
laundry, shopping, meal preparation and personal care are available. 
 
CHORE SERVICES include heavy household cleaning and home maintenance. 
 
HOME HEALTH SERVICES provide skilled nursing, home health care and physical 
therapy. 
 
RESPITE SERVICES provide brief periods of planned relief to individuals who provide 
daily care to an elder. 
 
HOME DELIVERED MEALS provide well-balanced, nutritious meals to eligible people 
over 60 who meet eligibility guidelines.  Lunch, dinner and frozen weekend meals are 
available. Breakfast programs are available at some sites. 
 
PERSONAL EMERGENCY RESPONSE SERVICE provides a medical communications 
alerting system which is monitored 24 hours per day. 
 
ADULT DAY PROGRAMS: Adult Day Health/Social Day Care provides care through an 
organized program of recreational and social activities in a supervised setting.  Dementia 
programs provide activities for elders with memory impairment. 
 

CARE TRANSITIONS offers coaching to assist consumers as they transition to home from 
hospitals or skilled nursing facilities to ensure community living. 
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PROTECTIVE SERVICES offers short-term counseling, intervention, legal assistance, 
advocacy information and referral for elders who are abused or neglected in their homes, or 
unable to care for themselves.  Elder Abuse Hotline is available 24 hours/day to take calls. 
 
MONEY MANAGEMENT PROGRAM provides assistance to low-income elders who have 
difficulty managing their financial affairs by community volunteers who have had extensive 
training. 
 
OMBUDSMAN SERVICES provide a way for nursing and rest home residents and their 
families to voice their concerns and have their complaints addressed by trained and supervised 
volunteers who visit nursing and rest home residents weekly. 
 
CLINICAL ASSESSMENT & ELIGIBILITY provides pre-admission nursing facility 
screenings on behalf of Mass Health members or applicants, as well as screenings for Adult Day 
Health and Home Health Services. 
 
COMPREHENSIVE SCREENING and SERVICE MODEL (CSSM): Consumers who are 
Mass Health eligible in nursing facilities are screened and reviewed in an effort to encourage 
community discharge with services. 
 
OPTIONS COUNSELING provides a series of consultation visits by trained Options 
Counselor to elder and/or caregiver regarding programs and resources available to help them 
meet their identified goal(s). 
 
FAMILY CAREGIVER PROGRAM is a range of services designed to support the needs of 
family caregivers.  The program is coordinated regionally and statewide. 
 
SUPPORTIVE HOUSING OPTIONS are located at East Mountain View & Washington 
House housing complexes s in Westfield.  These residences offer settings where residents take 
charge of a Resident Quality of Life Council to manage service delivery and all aspects of daily 
life. 
 
COMMUNITY DINING CENTERS serve hot meals and offer socialization at 15 area 
locations, including Councils on Aging. The weekday noon meal is available to elders 60 and 
over.  Reservations should be made 48 hours in advance. 
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Appendix II – Quality Assurance Plan 
 

Updated Summer 2013 
 

Agency Mission: Highland Valley Elder Services serves older adults and their families through 
collaboration, education, advocacy and a range of programs designed to support them where they 
live. Core Values: 
 

• It is not just what we do, it is what we all do together that creates Quality Long Living 
and sustains our Caring Communities. 

• We respect elders and caregivers as having their own skills, talents and solutions. 
• The agency does its best work as an agent helping people with what they want and what 

they have to offer. 
• Staff’ work is practiced with what each other wants and has to offer, respecting our 

different roles, with directness and with an attitude of shared corporate values. 
 

Quality Improvement Process/Structure: 
 
Highland Valley Elder Services (HVES) is committed to providing quality consumer directed 
services to elders living within 24 towns of Hampden and Hampshire Counties. Operational 
ultimate responsibility for the Quality Assurance rests with the Executive Director. 
 
Highland Valley has developed a formal Quality Assurance process.  Program Directors are 
involved on a monthly basis with reviewing the quality assurance activities through their bi-
monthly meetings.  The quality assurance portion of these meetings is chaired by the QA 
Program Director.  The committee provides structure and accountability for the quality 
improvement activities that have been ongoing within the agency.  The composition of the group 
is comprised of the Associate Director for Home Care, Chief Financial Officer and Program 
Directors for PS, Home Care, Money Management, Ombudsman, Nursing, Nutrition and Internal 
Operations.  Specific task focused interdepartmental groups led by a manager are utilized to 
address specific quality objectives for analysis, planning, implementation and measurement.  The 
work product and outcomes from these groups is reported to the Quality Assurance Program 
Director. 
 
Responsibility for quality services rests with each individual at Highland Valley including paid 
employees, volunteers, interns and contract staff.  Primary responsibility for each component of 
the quality assurance program is assigned to a management staff member to implement 
monitoring, measurement of service, corrective action plans and systems performance outcomes. 
The primary objective of the quality assurance system is responsive, accountable and sustainable 
program and service delivery improvement.  The focus is to support our consumers to live in 
least restrictive settings and to support consumer choice within the resources of the agency.   
 
Other objectives include: 
 

•  identification of program status, 
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•  identification of areas for improvement, 
• remediation of problems, 
• documentation and maintenance of areas of best practice, and 
• reporting and accountability to the consumer, agency and governance. 

 
Data generation: 
 
Quality improvement data is gathered from multiple sources and quality assurance activities that 
include: 
 

• computer generated reports from SAMS, Harmony, 
• mailed and phone satisfaction monitoring including but not limited to vendor quality 

assurance, nutrition consumers, State Home Care consumers, MMP participants, 
Ombudsman, 

• unsolicited complaints, comments and compliments independent from formal surveys (A 
log of compliments from consumers is maintained by Internal Operations to share with 
all staff.), 

• consumer record reviews for identified programs including, but not limited to: Protective 
Services, Home Care Programs, Long Term Care Options Counseling, CAE, Choices, 
Waiver, ELD, ECOP, Plans of Care, Consumer Direction, HC basic (waiver and non-
waiver), and Respite, 

• Internal Operations to review level of consumer focus, collaborative approach, efficiency 
and inter-rater reliability,  

• vendor monitoring reports, 
• departmental meetings and monthly all staff meetings, 
• AAA needs assessment, 
• requests from  Executive Office of Elder Affairs, and 
• information from collaborative efforts within the service network. 

 
Quality parameters and methodology for each program will be predetermined though discussion 
at the Quality Assurance Committee meetings.  Those programs that have predetermined 
domains are monitored on an ongoing basis.  Other parameters will be determined through the 
identification of quality measures, indicators of quality, timelines and thresholds within each 
program annually. 
 
Outcome Measures/Ongoing Process: 
 
The Quality Improvement Program is based on an interactive process: develop, implement, 
monitor and review, and make appropriate changes toward improvement. 
 
Results of all quality activity are discussed with the Executive Director.  Quality Corrective 
Action measures are reported and tracked through a comprehensive computerized tracking 
system located on the agency’s internal hard drive.  Program Directors update the tracking 
document for objectives to which they are assigned prior to each quarterly meeting.  The Quality  
Improvement (QI) Tracking Form includes the objectives, strategies, staff responsible, time  
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frames for completion and progress reports.  The staff are responsible for identifying any barriers 
to completion and changes in strategy or time frame at the time of the Committee meeting for 
general approval and problem solving. 
 
The methodology for corrective actions is reviewed and revised if the outcome is not satisfactory 
as part of the corrective action plan.  Identified barriers and obstacles are assessed and staff input 
is requested to provide possible solutions.  The Committee considers all input and makes 
determinations of appropriate actions. Actions may include, but not be limited to, the following: 
 

• changes in policy, procedure or protocol, 
• in-service/training to internal staff, 
• collaboration or training with community partners, 
• staffing assessment and/or changes, 
• budgetary assessment and/or realignment, 
• enhanced computer training or utilization. 

 
The Executive Director reports to the Board of Directors.  To support a change in the Highland 
Valley culture, the Executive Director will discuss quality improvement status and initiatives at 
the monthly staff meeting to engage all staff in the process.  Program Managers may be 
requested to provide back-up data or further explanation of the outcome either with the Board of 
Directors or at the all staff meeting. 
 
Record of Findings: 
 
The Executive Director will maintain cumulative record findings for the Committee.  The 
Program Director will maintain the raw data and back up materials.  Internal Operations will 
provide computer support as requested to maintain records.  The agency and departmental 
records will be clearly labeled and filed as Quality Improvement Activities and be made 
immediately available upon request. 
 
Creating and Sustaining Culture Change: 
 
In order to create a change in organizational culture and move quality improvement from the 
responsibility of managers to one of the entire agency, activity on the part of the Committee must 
be moved out of closed conference rooms.  As a component of a larger culture change at 
Highland Valley, quality improvement activity will be a formal ongoing standing agenda item 
for the monthly staff meeting, which is chaired by the Executive Director.  Presentations by staff 
will be encouraged.  Progress toward goals will be discussed and shown graphically where  
appropriately.  Full participation in problem solving will be encouraged.  Growth and positive  
outcomes will be demonstrated and interdepartmental cooperation will be emphasized. 
 
Program Directors have an ongoing quality improvement agenda item for departmental staff 
meetings.  Input is solicited informally from staff regarding areas for improvement.  All 
employees are encouraged to provide suggestions in writing to the Executive Director.  These 
suggestions may be anonymous. 
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Appendix III - Policy and Procedure for Grievances 
to Address Dissatisfaction with  Title III Services 

 
Individuals over age 60 who are eligible for Title III services may file a complaint with the Area 
Agency on Aging (AAA) if they are denied services or if they are dissatisfied with services.  All 
new consumers receive information regarding Request for ASAP/AAA Appeal Process. 
 

Who May File A Complaint 
•   Individuals receiving or eligible for Title III services.  

 
Process 

• An eligible consumer may file a written complaint with the AAA regarding 
dissatisfaction with or denial of services. (Request for ASAP Review)  

• Request for ASAP Review Form should be sent to the Quality Assurance and 
Community Development Program Director (QACDPD) who oversees AAA 
activities. 

 
Internal Grievance Review Process 

• QACDPD will contact the consumer within seven (7) calendar days notifying them 
of receipt of document. 

• QACDPD will arrange a time to conduct a phone or in-person interview to discuss 
the situation. Notice of ASAP Review Date will be sent to the consumer. 

• QACDPD will conduct a meeting with the consumer and other family members to 
gather information to understand the consumers dissatisfaction with services or 
denial of services within twenty one (21) calendar days of receipt of document. 

• If during the course of the discussion the consumer comes to a different 
understanding and choses to withdraw the grievance, that will be noted. 

• If the consumer is unable to come to an understanding regarding the dissatisfaction 
or denial of services, the QACDPD will bring the information gathered to the 
Management Team for review. 

• Management Team (Executive Director, Chief Financial Officer, Associate Director 
of Programs and Services) will meet to discuss and review complaint with the 
QACDPD. 

• Dependent on the situation and Title III service, the Executive Director may choose 
to request that a member or the Chair of the Title III Advisory Council participate in 
the Complaint Review. 

• The Management Team may identify that further investigation is needed to 
understand the current complaint. A plan and timeline will be determined on how 
that will occur.  Information gathered will be documented by the QACDPD.  

• Within 7 business days, the consumer will be notified of the decision or resolution to 
the complaint by mail by the QACDPD.  
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• Once the consumer has been notified of the Management Team decision and if still 
dissatisfied, within seven (7) business days, the consumer may request to meet with 
the Executive Director. 

• The Executive Director will meet with the consumer and share the background 
information and the basis for the denial of the request for review with fourteen 
business days. 

 
Appeal to Board Level  

• If the consumer continues to be dissatisfied with the final decision, the consumer 
may request a meeting with the President of the Board of Directors.  Written request 
must be submitted within thirty (30) business days of decision notification. 

• The Board President will review this request in a timely manner with the Executive 
Committee. 

• The Board decision will be the final decision.  The Board President will complete a 
written communication to the consumer informing the consumer of the decision that 
will be mailed to the consumer. 
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Appendix IV – Emergency Management Plan 
 

8.17 Emergency Preparedness Management Plan 

The role of the Emergency Preparedness Management Plan (EMP) is to seek to ensure the 
uninterrupted continuation of services to the elders, caregivers and families served by Highland 
Valley Elder Services (HVES) in its 24 town service area of Western Massachusetts in the event 
of an emergency condition in the area. 

In its role as an Aging Service Access Point (ASAP), HVES is not a primary provider of 
services, but a liaison that plays a critical role in the provision of services to elders, caregivers, 
and their families through a network of community partners, contractors and empowered elders 
and families.  HVES’ expertise in care advisement, information and referral, assessment and 
intervention places it in a unique position to ensure the safety of consumers and continuation of 
supportive services in emergency circumstances. 

HVES will seek to design, develop, review and enhance an on-going and evolving emergency 
management plan to protect the assets and resources of the agency, the well being and safety of 
its employees, and the continuation of essential supportive services to the elders, caregivers and 
families in its service area. 

The objectives of the emergency management plan are 

1. Ensure the ability to recognize, respond, recover and mitigate the potential impacts of an 
emergency situation. 

2. Provide for the continuation of essential ASAP functions throughout an emergent event. 
3. Protect the employees, property, assets, systems and infrastructure of the agency. 

8.17.1 Emergency Preparedness Management Procedures 

The designated Emergency Preparedness Manager (EPM) for Highland Valley Elder Services is 
the Executive Director.  In the absence of the Executive Director, the Associate Director for 
Programs & Services, and if necessary, the Chief Financial Officer will serve in the role of EPM 
respectively. 

HVES maintains the following resources to ensure appropriate response and reaction to 
emergency circumstances: 

1. Continuous communication between ASAP departments: HVES maintains staff 
contact lists that are updated, as needed, for all staff personal and professional emergency 
contact numbers.  These lists are provided to all staff.  HVES has phone system 
capabilities to provide call-in messages and directions to staff and the ability to transfer 
phone contact to cellular technology in the event of the loss of land line capability.  The 
HVES website also has the ability to serve as an information resource for staff during 
emergencies.  During emergency situations, the EPM initiates contact procedures  
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utilizing the Associate Director, CFO and Program Directors such that each staff member 
is contacted and updated as to the agency’s operating status. 

2.  Staff Notification: HVES has the ability to notify staff of emergency declarations and 
related directives via phone, call-in number, media announcements and website postings. 
The EPM designates staff to access each of these notification outlets with a consistent 
message and directives to remaining staff for continuation of essential services. 

3. Status Reports:  The EPM is responsible for communicating with the Executive Office 
of Elder Affairs regularly throughout an emergent situation to provide assessments, status 
and requests for any assistance from ELD.  The EPM will serve as the agency link to 
EOEA and will be the designated contact for the agency for external resources including 
EOEA, media, emergency responders, etc.  

4. Emergency Management Procedures: A copy of the Emergency Management 
Procedures is maintained at each agency location, both 320 Riverside Drive and 81 Conz 
Street, updated as needed with changes to resource documents, and reviewed annually as 
part of agency wide emergency response training.  This agency-wide training takes place 
in July of each year at the monthly staff meeting. 

5. Employee Identification: HVES maintains current and updated staff lists that can be 
shared with partner agencies in the case of an emergency to ensure essential access and 
assistance to any possible restricted area sites.  These lists are kept in both hard and soft 
copy accessible forms that can be retrieved from both on- and off-site locations. 

6. Essential Documents: HVES stores essential documents in multiple locations to provide 
for security and safety: (1) the HVES corporate office in second floor secure files, (2) in 
back up tapes stored off-site in a secure venue that are transferred on a weekly basis, (3) 
in daily back up system secured on server at HVES offices, (4) off-site archival storage 
facility. 

7. Extraordinary Emergency Expenditures: The HVES payroll and accounting system 
allows for the identification and tracking of extraordinary expenditures related to an 
emergency situation.  These expenditures can be tracked according to date, vendor, etc. to 
allow for timely retrieval and submission, if needed, for post-incident documentation. 
Expenses can be documented and tracked in system based accounts, as well as, through 
hard copy paper-based systems, if necessary.  

8. Plan(s) of Succession: Succession plans are in place for the identification of essential 
staff in critical positions in core agency operations and essential consumer services. 
Program responsibility and decision-making authority follows the designated succession 
plan for each program.  Those employees identified in plans for succession are equipped 
to sustain program operations and serve as the program contact for the EPM throughout 
the emergency situation. 

9. Emergency Situation Training: HVES holds emergency management training each 
year at its monthly staff meeting in July.  This training consists of overall review of the 
emergency management procedures at each location, as well as, review of the roles, 
qualifications and responsibilities of those employees on succession lists. 
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10. Policy and Procedures: HVES maintains an active, accurate and current set of 
Emergency Management Procedures at each agency location. 

11. Off-Site Operations: HVES is prepared to perform essential functions from off-site 
locations enabled by staff contact lists and phone trees, call-in capability on land line 
telephones, website notifications and off-site email access.  HVES has established mutual 
aid agreements with its three Western Massachusetts ASAP partners (FCHCC, WMEC, 
GSSSI) to provide off-site aid and assistance during an emergency. 

12. Community Notification: HVES maintains an active media contact list for radio, 
television and on-line media access to inform the community of agency capabilities 
during an emergency.  These contacts can be accessed both on- and off-site through land 
line, cellular and web-based technology.  

13. Local Regional Emergency Responders: HVES has well established and vital 
relationships with local emergency management agencies throughout its service area and 
maintains contact and staffing lists for local agencies in its EPM procedures. 

14. Evacuation Plan: HVES reviews its evacuation plan(s) for both sites annually at the 
Emergency Management training staff meeting held each July. 

8.17.2 Coordination of Services during Emergencies 

In the event of an emergency situation, HVES is prepared to enact the following to ensure the 
continuation of services and essential functions: 

1. Staff Contact: The Executive Director will determine of Emergency Management 
Procedures need to be enacted and initiate staff contact through existing staff contact 
list(s) to provide direction to identified essential personnel for the continuation of 
essential services. 

2.  Vendor & Provider Contact: A vendor contact list is maintained and updated as 
needed.  Vendors are aware of high risk consumers that may need a heightened level of 
service during emergencies.  The designated essential personnel will contact vendor and 
provider contractors within their area of operation to determine the provider’s level of 
operation and ability to maintain services throughout the emergency situation. 

3. Staff Communication: The EPM will coordinate with designated essential personnel for 
the contact and communication with remaining staff.  HVES maintains a current staff 
contact list to facilitate contact during off-hour and emergency situations. 

4. Vendor Communication: Designated essential personnel will contact agency vendors to 
determine their ability to sustain operation during the emergency.  Emergency policies 
and procedures designed to maintain operations during the emergency will be 
communicated to the vendors via agency staff at the direction of the EPM. 

5. Building Access and/or Relocation: HVES has mutual aid agreements with the other 
Western Massachusetts ASAPs to ensure continued operation and maintenance of 
essential services during a prolonged emergency situation. 
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6. Systems Access: HVES maintains procedure files, databases, forms and operational  
instructions for all administrative tasks and IT duties to ensure the ability of successor 
staff to access and operate essential agency functions in the absence of assigned staff. 
This information is accessible both through hard drive and hard copy. 

7. Staff Compensation:  Agency payroll functions are outsourced and time sheets may be 
completed manually, if needed, to ensure timely compensation to staff.  The agency 
maintains multiple operational accounts at financial institutions to protect against the 
inability to access needed funds in the case of a local/regional emergency.  

8. Vendor Payment: The agency maintains the ability to pay vendors during emergency 
situations through the ability to issue both electronic and hard copy payments from 
agency-based systems, as well as, external accounts at multiple financial partners. 

9. Billing Capability: HVES has the ability to sustain billing functions throughout an 
emergency situation either through manual or electronic based systems. 

10.  Banking Activities: HVES has multiple operational accounts at two regional banking 
institutions. This account structure allows for the maintenance of banking activities and 
cash flow necessary to meet agency obligations. 
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8.17 Emergency Preparedness Plan 

List of Attachments 

1. PS Contacts 
2. Continuity of Operations Succession Plan(s) 
3. Emergency Housing Contacts 
4. Crisis and Hospital Contacts 
5. Emergency Services by Town 
6. Nutrition Program Storm Contacts 
7. Media Contacts 
8. Council on Aging Contacts 
9. Vendor Contacts 
10. ASAP Statement of Mutual Aid & Assistance 
11. Internal Strategy on Using Other ASAP Resources 
12. Pioneer Valley AAA/ASAP Survey on Mutual Aid Resources 
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Psychiatrists - HVES PS Contact 

 

Tedd Ackerman  All   413-563-1897 

    Beeper a.m. only 413-775-8332 

 

 

Alice Graham-Brown Work   413-534-2697  Secretary Melony  

       M-F 8:30-3:30 

    Pager   413-755-8337 

    Home   413-582-7836 

    Cell   413-218-3133 

 

 

Allen Warner     413-665-3204 

      413-588-8117 (cell) 
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Highland Valley 
Continuity of Operations Plan 

Program Backup 

Function Names Listed In Order Of Responsibility 

Protective Services Dean Lagrotteria, Nancy Maynard, Jacqueline LaMarche 

Ombudsman JM Sorrell, Nancy Maynard, Jacqueline LaMarche  

Money Management Marcia Klaus, Nancy Maynard 

Home Care Valerie Flory, Nancy Maynard, Jacqueline LaMarche 

Internal Operations Jacqueline LaMarche, Mary Gieryk, Patti Affenito 

Nutrition Nancy Mathers, Brandon Stacy, Nancy Maynard 

Health Care Karen Everett, Nancy Maynard 

Home Care Resources Valerie Flory, Nancy Maynard 

Fiscal Systems See Attached 

Office Systems See Attached 

Community Development Nancy Maynard, Linda Sullivan 

 

 

 

 

 

 

Updated 2/1/2014 
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Highland Valley 
Continuity of Operations Plan 

Office Systems  

Function Names Listed In Order Of 
Responsibility 

Maintenance of Servers Mary, Dave, Darren, Andy 

Coverage of Essential Items From Work 
Request Box 

Shared by Keira, Kelly, Heather and Mary 

Printing of Weekly and Monthly Nutrition 
Reports 

Keira, Mary 

Processing of Completed Monthly Congregate 
Reports 

Cindy, Shared by Keira, Keira, Kelly, Heather 
and Mary 

Processing of Completed Weekly Home 
Delivered Meals Reports 

Cindy, Keira, Kelly, Heather and Mary 

Printing of Essential Monthly Reports 
required by Executive Office of Elder Affairs 

Mary, Keira 

Processing of Monthly Cost Share Bills Mary, Jackie 

Processing of Other Essential Reports (i.e. 
Monthly Coverage Schedules & Visit Lists) 

Mary, Keira 

 

Additional provisions to cover shortages: 

 

Allow available IO members to work an additional 2.5 extra hours per week. 

 

 

 

Updated October 16, 2013 
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Highland Valley 

Continuity of Operations Plan 

 Fiscal Systems  

Function Names Listed In Order Of Responsibility 

Payroll Sue, Jackie, Patti 

Accounts Payable Mary, Sue, Patti, Jackie 

Reception Cindy, the rest of Internal Operations 

Quarterlies CheckWriters, Sue, Jackie 

CORI’s Sue, Patti, Mary 

Payroll Taxes CheckWriters, Sue, Jackie 

Banking Sue, Jackie 

Nutrition Money Sue, Mary, Patti 

Cost Sharing Checks Cindy, Sue, Mary, Patti, Jackie 

Vendor Bills Mary, Keira/ Kelly/Heather, Sue 
 

 

 

 

 

 

 

Updated 2/1/2014 
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Shelters - Emergency Housing 

 

Safe Link   DV Shelter National    1-877-785-2020 

 

 

Safe Passage   DV Shelter for women   1-413-586-1125 

          1-800-345-5282 

 

 

National Domestic Violence      1-800-799-7233 

 

 

Interfaith “Cot Shelter” (Seasonal)     413-586-6750 

 

 

Grove Street Inn        413-586-6001 

     Resident’s Number   413-584-2628 

     Pay Phone    413-586-6656 

 

 

Jack Bonsignore   Director of Shelter Operations 413-695-7011 
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Crisis and Hospital Numbers 

 

Carson Center  413-586-6386                                     

Clinical Support Options 
(CSO) 

 413-586-5555                  

Bay State Hospital  

SW Director - Celia Skypec 

 413-794-0000 

413-7375307                    

Cooley Dickinson Hospital 

 

 

Main 

Emergency Room 

Behavioral Health-Nurses Station 

413-582-2000 

413-582-2248 

413-582-2151 

Heywood Hospital Geri Pyschiatric Unit Main 

Clinical Social Worker 

508-632-3420 

508-630-6514 

Holyoke Medical Center Main 

Crisis 

Inpatient 

413-534-2500 

413-534-2627 

413-534-2593 

Mercy Medical Center Main 

SW Department 

413-748-9000 

413-748-9489 

Providence Hospital Older Adult Unit 

Main 

413-493-2763 

413-536-5111 
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Emergency Services by Town 
Highland Valley Elder Services Area 

(413 unless otherwise noted) 

Town Police Fire Ambulance 

Amherst 256-4016 256-4082 253-5378 

Blandford 848-2020 848-2824 499-7357 

Chester 354-7822 354-6558 800-936-3919 

Chesterfield 296-4353 296-4049 800-936-3919 

Cummington 634-0056 634-5458 800-936-3919 

Easthampton 527-1212 527-4200 527-2424 

Florence 587-1100 587-1032 582-0396 

Goshen 268-3116 268-7161 586-1508 

Granville 258-4515 357-8572 800-936-3919 

Hadley 584-0883 584-0874 587-4617 

Hatfield 247-9222 247-0323 247-0489 

Haydenville 268-7237 268-7233 586-1508 

Huntington 667-8868 667-3368 800-936-3919 

Leeds 587-1100 587-1032 582-0396 

Middlefield 623-0005 445-4559 442-0512 

Montgomery 862-4545 862-4505 800-936-3919 

Northampton 586-1508 586-1508 582-0396 

Pelham 253-0484 253-3311 586-1508 

Plainfield 634-5418 634-2252 634-5418 

 Russell 862-3265 862-3345 862-3265 

Southampton 527-1120 527-1700 527-6234 

Southwick 569-5348 569-6363 569-0302 

Tolland 258-4515 258-4515 258-4515 

Westfield 562-4597 572-6306 562-2329 
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Town Police Fire Ambulance 

Westhampton 527-6154 529-7181 586-1508 

 Williamsburg 268-7237 268-7233 586-1508 

Woronoco 862-3265 568-5771 862-3265 

Worthington 238-0400 238-4445 800-936-3919 
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Nutrition Program - Winter Storm Cancellation 
In the event of severe weather, Highland Valley may cancel the Nutrition Program for 
that day.  The decision to cancel is made very early in the morning and begins with our 
assessing the ability of staff to safely reach our central Kitchen in Northampton by 6:00 
a.m.  We then must decide if it will be safe to transport meals to eleven (11) widely 
dispersed dining centers and from there, to hundreds of homes, many in remote areas.  
We also consider the safety of participants traveling to their dining center in time for 
the noon meal. 

If the program must close for the day, announcements will be made on the radio 
stations listed below beginning at 6:00 a.m. 

WHMP  Northampton  1400 AM, 99.3 FM 

WTTT  Amherst   1430 AM 

WRNX  Amherst   100.9 FM 

WHYN  Springfield   5600 AM, 93 FM 

WNNZ  Westfield   640 AM 

TV Channel 22 

TV Channel 40 

We have completed a list of emergency foods you should keep on hand throughout the 
year.  They can be prepared when there is no electricity, gas, or even water available.  
The following is a 3-day supply: 

 3 or 4 six-oz. cans fruit juice (100%) 

 3 or 4 pkgs. dry cereal (fortified or whole grain) 

 1 small jar peanut butter (low sodium if needed) 

 1 small jar regular or diet jelly 

 1 pkg. unsalted crackers 

3 or 4 cans prepared meats or fish, beef hash, beef stew, luncheon meat, spam or 
tuna fish (low sodium if needed and available) 

 3 or 4 eight-oz. cans vegetables, baked beans too 

 3 or 4 eight-oz. cans fruits or diet fruit or packaged dry fruits 
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 1 or 2 small cans evaporated milk 

 1 or 2 pkgs. dry milk 

 Bottled water 

 Shelf-stable cheese 

 Loaf of bread (in freezer) 
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Storm Call List 

2012-2013 

 Radio Stations Phone # Code Words 
1. WNNZ 413-736-6400 Sunshine 

2. WHYN.com.stormcenter < To cancel Snow Plow 

3. WMAS 413-731-9500 Blizzard 

4. WHMP 413-586-7400 Snowwonder 

5. WTTT 536-1105, ext. 136 Hawaii 

6. TV 22  See attached 

7. TV 40  See attached 
Message: 

HVES nutrition program will be closed today; this will 
include all home-delivered meals and all dining centers. 

Board of Public Works: 586-6961/584-0102 

Call office to inform them that meals are cancelled or send a 
Highland Valley e-mail to All Staff - including meal for next 
day (ask reception to do Highland e-mail when meals close.) 
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Storm Closing System October 2013 2014 

WGGB TV 

ABC News 40 

FOX 6 

Organization Code 77753 

Security Code 6706 

1-413-732-4080   ––   #25 No Meal Service 
If for some reason the code is forgotten, the only way to 
announce 

a closing is to fax a request on letterhead to 1-413-788-7640. 

For security reasons they will not deviate from this policy. 

Emergency on storm day 1-413-785-1912 

Passwords/System problems 1-413-733-4040 during business 
hours 

Questions?  James Brassard 1-413-733-4040 

List of closings 

Click on Report Closings/Delays 
www.wggb.com (This can also be 
used to enter your closing information.) 

 

http://www.wggb.com/
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Storm Call List  October 2013-2014 

WWLP TV - News 22 
INSTRUCTIONS FOR WWLP COMPUTERIZED 
POSTPONEMENT/CANCELLATION SYSTEM 

To access our computer system: 

(1) Dial 1-413-377-2283. 

(2) Please enter your school or business ID code – 4751 
followed by the # key. 

(3) When Prompted, Please enter your business Password-
7851 - followed by the # key. 

(4) You will then be asked for closing status - 56=No Meals on 
Wheels, 57=No Meal Program 

(5) Wait for confirmation on status by Pressing 1. *Please wait 
for the message that says your status has been recorded 
before hanging up.* 

If this system fails, call the News Room at 1-413-377-1160. 

Provide business code 5637 - Business Password 8637 

Do not use computerized system for non-weather related 
cancellations. 
If something other than inclement weather closes your program, please call 
413-377-1160. 
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Name Organization Address 1 Address 2 City Zip Phone Fax Work Email Address 

Noah Hoffenberg Amherst Bulletin 100 University Drive 

 

Amherst 01002 4135492000 4135498181 Amherst@gazettenet.com 

Jim Lescault Amherst Media 246 College Street 

 

Amherst 01002 4132593300 4132560038 director@amherstmedia.org 

Lew Louraine 

Belchertown 
Community Television 
(BCTV, Channel 5) 66 State Street, Building #2 

 

Belchertown 01007 4133238665 

 

channel5@belchertown.org 

Cindy Duby 
Country Journal (Turley 
Publications) P. O. Box 429 

 

Huntington 01050 4136673211 4136673011 countryjournal@turley.com 

Jim Foudy 
Daily Hampshire 
Gazette 115 Conz Street 

 

Northampton 01060 4135855250 4135855222 jfoudy@gazettenet.com 

 

Daily Hampshire 
Gazette P. O. Box 299 

 

Northampton 01061 4135845000 

 

newsroom@gazettenet.com 

 

Easthampton 
Community Access 
Television (ECAT, 
Channel 5 & 19) White Brook Middle School 200 Park Street Easthampton 01027 4135291425 

 

info@ecatchannel5.com 

Ginny WGGB-TV, ABC 40 13 Liberty Street 

 

Springfield 01104 4137334040 4137887640 assignmentdesk@wggb.com 

 

Hadley Community 
Television (TV-5) Hadley Town Hall 100 Middle Street Hadley 01035 4135841203 

 

tv5ofhadley@hotmail.com 

 

Hampshire Life 
Calendar P. O. Box 299 

 

Northampton 01061 4135855264 

 

calendar@gazettenet.com 

Al Williams 

Northampton 
Community Television 
(NCTV, Channel 15) Northampton High School 380 Elm Street Northampton 01060 4135873550 

 

press@northamptontv.org 
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Name Organization Address 1 Address 2 City Zip Phone Fax Work Email Address 

 

Prime Times - For the 
Active 50+ Lifestyle c/o Reminder Publications 

280 North Main 
Street E. Longmeadow 01028 4135256661 4135255882 dgardner@reminderpublications.com 

 

Springfield Union News Northampton Bureau 58 Pleasant Street Northampton 01060 4135842900 4135842994 news@repub.com 

Natasha Kulisanski The Recorder 14 Hope Street 

 

Greenfield 01301 4137720261 

 

nkulisa@recorder.com 

 

Town Reminder 136 College Street 

 

South Hadley 01075 (413) 

 

ahenderson@turley.com 

 

Ware Community 
Television (TV-15) 237 West Street 

 

Ware 01082 4139677411 4139676688 stanley@waretv.org 

 

Westfield News Group, 
LLC City Desk 64 School Street Westfield 01085 4135624181 4135624185 

 

 

WFCR FM 88.5 Radio UMASS Hampshire House 131 County Circle Amherst 01003 4135450100 

 

news@wfcr.org 

 

WGBY-TV 44 Hampden Street 

 

Springfield 01103 

  

feedback@wgby.org 

Production Manager WMUA Radio (91.1 FM) 
105 Campus Center, 
UMASS 

 

Amherst 01003 4135452876 

 

psa@wmua.org 

David Sears WRNX Radio (100.9 FM) 98 Lower Westfield Road Suite 6 Holyoke 01040 4135361105 4135361153 dave@wrnx.com 

Monte Belmonte 

WHMP Radio (1400, 
1440 & 1600 AM); WRSI 
Radio "The River" FM 
93.9 P. O. Box 268 

 

Northampton 01060 4135867400 

 

monte@wrsi.com 
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Last updated: 10/15/2013 10:32:35  

Council On Aging Contacts 

Name Title Council Address City Zip 
Code 

Work 
Phone 

Jean Haggerty Co-
Chairperson 

Amherst Council on 
Aging 

Bangs Senior 
Center, 70 
Boltwood Walk 

Amherst 01002  

Nancy Pagano Director Amherst Senior 
Center/Council on 
Aging 

Bangs Community 
Center, 70 
Boltwood Walk 

Amherst 01002 (413) 
256-
4057 

Margit 
Mikuski 

Chairperson Blandford Council 
on Aging 

1 Russell Stage 
Road, Suite 3 

Blandford 01008 (413) 
848-
2782 

Susan 
Kucharski 

Board 
Member, MM 
Liaison 

Chester Council on 
Aging 

15 Middlefield 
Road 

Chester 01011 (413) 
354-
7735 

Mary Ann 
Coleman 

Chairperson Chesterfield 
Council on Aging 

P. O. Box 7 Chesterfield 01012 (413) 
296-
4460 

Nancy 
Braxton 

Director Chesterfield 
Council on Aging 

P. O. Box 7 Chesterfield 01012 (413) 
296-
4007 

Carolyn 
Urekew 

Director & 
BOD 

Cummington 
Council on Aging 

33 Main Street, 
P.O. Box 95 

Cummington 01026 (413) 
634-
2262 

George 
Pilgrim 

Chairperson Easthampton 
Council on Aging 

19 Union Street Easthampton 01027 (413) 
527-
6151 

Linda Talbot Director Easthampton 
Council on Aging 

19 Union Street Easthampton 01027 (413) 
527-
6151 

Elizabeth 
Loven 

Chairperson Goshen Council on 
Aging 

40 Main Street Goshen 01032 (413) 
268-
7122 
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Council On Aging Contacts 

Name Title Council Address City Zip 
Code 

Work 
Phone 

Rosemarie 
Clark 

Chairperson Goshen Council on 
Aging 

40 Main Street Goshen 01032  

Ann Marie 
Crowley 

Secretary Granville Council on 
Aging 

707 Granville Road, 
P.O. Box 247 

Granville 01034 (413) 
357-
8585 

Betty 
Carpenter 

Co-
Chairperson 

Granville Council on 
Aging 

PO Box 247, 
707Main Road 

Granville 01034 (413) 
357-
8557 

Kathy Martin Chairperson Granville Council on 
Aging 

707 Granville Road, 
P. O. Box 247 

Granville 01034 (413) 
357-
8585 

Patty 
Dickinson 

Co-
Chairperson 

Granville Council on 
Aging 

    

Rita Bishko Chairperson Hadley Council on 
Aging 

Hadley Community 
Senior Center, 46 
Middle Street 

Hadley 01035 (413) 
586-
4023 

Suzanne 
Travisano 

Senior Services 
Director 

Hadley Council on 
Aging 

Hadley Senior 
Community Center, 
46 Middle Street 

Hadley 01035 (413) 
586-
4023 

Jane Betsold Director Hatfield Council on 
Aging 

Town Hall, 59 Main 
Street 

Hatfield 01038 (413) 
247-
9003 

Priscilla 
Bishop 

Co-
Chairperson 

Huntington Council 
on Aging 

P. O. Box 430, 24 
Russell Road 

Huntington 01050 (413) 
667-
3500 

Susan Baker 
Donnelly 

Chairperson Middlefield Council 
on Aging 

P. O. Box 183 Middlefield 01243 (413) 
623-
9990 

Jane Thielen Chairperson Montgomery 
Council on Aging 

161 Main Road Montgomery 01085  
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Council On Aging Contacts 

Name Title Council Address City Zip 
Code 

Work 
Phone 

Michael 
Ahearn 

Chairperson Northampton 
Council on Aging 

67 Conz Street Northampton 01060 (413) 
587-
1228 

Patricia 
Shaughnessy 

Director Northampton 
Council on Aging 

67 Conz Street Northampton 01060 (413) 
587-
1228 

Carol Gay  Pelham Council on 
Aging 

Pelham Senior 
Center, 351 
Amherst Road 

Pelham 01002 (413) 
253-
9365 

Gail Fusco Chair Plainfield Council 
on Aging 

  01070  

Gladys Phillips Chairperson Southampton 
Council on Aging 

 Southampton 01073  

Jennifer 
Peloquin 

Director Southampton 
Council on Aging 

210 College 
Highway, Suite 3 

Southampton 01073 (413) 
529-
2105 

George 
Reichert 

Regional COA 
Coordinator 

Southern Hilltowns 
COA Consortium 

Russell Council on 
Aging, P.O. Box 
407, 65 Main Street 

Russell 01071-
0371 

(413) 
562-
1095 

Cindy Sullivan Director Southwick Council 
on Aging 

454 College 
Highway, P.O. Box 
922 

Southwick 01077 (413) 
569-
5498 

Herbert Pace Chairperson - 
COA Board 

Southwick Council 
on Aging 

454 College 
Highway 

Southwick 01077 (413) 
569-
5357 

Sandra Tracy Cong DC 
Director 

Westfield Council 
on Aging 

40 Main Street Westfield 01085 (413) 
562-
6435 

Tina Gorman Executive 
Director 

Westfield Council 
on Aging 

40 Main Street Westfield 01085 (413) 
562-
9624 
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Council On Aging Contacts 

Name Title Council Address City Zip 
Code 

Work 
Phone 

Pat Miller Coordinator Westhampton 
Council on Aging 

7 Stage Road Westhampton 01027 (413) 
527-
2404 

Carl Beach COA Chair Williamsburg 
Council on Aging 

PO Box 193, 141 
Main Street 

Haydenville 01039  

Fran Goebel  Williamsburg 
Council on Aging 

P.O. Box 193, 141 
Main Street 

Haydenville 01039 (413) 
268-
8407 

Marie 
Westburg 

Director Williamsburg 
Council on Aging 

PO Box 193, 141 
Main Street 

Haydenville 01039 (413) 
268-
8410 

Sandra 
Epperly 

Director Worthington 
Council on Aging 

P. O. Box 7 Worthington 01098 (413) 
238-
5584 
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    Vendors Under Contract for FY14          Updated 10/16/13   

Vendor Number Contact Services 

A Helping Hand 
(AHELP) 

413-331-0816 Chicopee 
Ofc 

413-387-0173 Hadley Ofc. 

413-387-0174 Hadley Fax 

Shannon Kurzeski, 
Owner/Scheduler 

Tiffany 8:30 AM – 4:30 PM 

Companion, Habilitation, HHA, HM/PC, HM/PC 
Discount Extended Hours, Nursing, Supportive 
Aide. 

Aging at Home 
(ATHOME) 

413-485-7171 

413-485-7173 Fax 

Bethany Corbett, Owner 

Tammy, Co-owner 

Pam Moses, Scheduler x101 or 102 

Chore, HHA, HM/PC, Nursing, Supportive Aide. 

Anjos (ANJ) 413-586-7365 

413-730-4282 Fax 

Mary Bradley, Scheduler 

Judy Howard  

Renelle Bonavita 

Terry, Gail 

William Anjos, Owner 

Companion, Habilitation, HHA, HM/PC, HM/PC 
Discount Extended Hours, Nursing, Supportive 
Aide. 

Apex (APEX) 413-746-4663 

413-746-3902 Fax 

Cheryl Rumley, Owner 

Monica Gagliarducci, Scheduler 

Laurie Tranghese, Billing 

HHA, HM/PC, Nursing, Supportive Aide. 

 

Bartons Angels 
(BA) 

413-582-0220 

413-582-9992 Fax 

Nancy Whitley, Owner HM/PC 
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Vendor Number Contact Services 

Collective (CHC) (877) 397-9933 

(413) 397-9961 Fax 

Wendy Phillips/Wendy Kronc, 
Schedulers 

Kathy Hausrath, Director 

Mike Archbald, Owner 

Companion, HHA, HM/PC, HM/PC Discount 
Extended Hours, Nursing, PT, Supportive Aide. 

Excel (EXCEL) (413) 583-8900 

(413) 583-2005 

(413) 583-8891 Fax 

Pam Foster -Office Manager 

Nichole Liberti, Scheduler 

Rebecca Paquette, Owner 

Habilitation, HHA, HM/PC, Nursing, OT, PT. 

 

Home Staff 
(HSTAFF) 

413-746-0066 

413-746-2771 Fax 

508-755-4600, Contracts 

Tara Portier, Scheduler, x226 

Susan St. Onge, Branch Mgr. 

Theresa Eckstrom, Contracts Mgr. 

HM/PC 

International 
(INTL) 

413-734-5200 

413-306-4123 

413-734-5445 Fax 

Ivanna, Coordinator, 413-233-4202 

Karen Nunes, Contract Manager, 
508-353-8712 

Companion, HHA, HM/PC, Interpretation, Nursing, 
Supportive Aide. 

Loving Care 
Agency (LCA) 

413-737-2656 

413-788-8685 Fax 

Kristen Dow, Scheduler 

Debra Maxton, Branch Director 

Companion, Habilitation, HHA, HM/PC, HM/PC 
Discount Extended Hours, Supportive Aide. 

O’Connell (OPNS) 413-533-1030 x113 

413-437-9413 

413-584-0424 Fax 

Brenda Haynes, Scheduler, x125 

Sam, Scheduler, x125 

Danielle Lord, Manager 437-9400 

Companion, Habilitation, HHA, HM/PC, Nursing, 
Supportive Aide. 
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Vendor Number Contact Services 

Overlook (OVER) 

 

413-732-4236 

413-732-1159 Fax 

Karen Smethurst, Scheduler Companion, HHA, HM/PC, Nursing, PT. 

Professional 
(PROF) 

413-858-4506 

413-858-4508 Fax 

Heather 

Annette Shea, Office Manager  

Companion, HHA, HM/PC, HM/PC Discount 
Extended Hours, Nursing, Supportive Aide. 

ServiceNet (SNET) 413-582-9500 

413-585-1410 Fax 

Ken Zerneri, Scheduler 

Alice Gmyrek, Nurse Manager 

HHA, HM/PC, Nursing. 

 

 

PERS 

Lifeline (LIFE) 800-368-2925 

800-548-7695 Fax 

Sissy Francoeur PERS 

Link to Life (LTL) 888-546-5254 

800-692-4451 

Edward Smith, Customer Service 

888-557-4462 

PERS 

New England 
Emergency 
Response Systems 
(NEERS) 

413- 582-6480 

413- 582-6476 Fax 

800-888-0338 

800-530-1723 Fax 

Peg Jekanowski, Local 

 

Joe Corson, Marketing Rep. 

PERS 
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CHORE 

Vendor Number Contact Services 

Aging at Home (ATHOME) 413-485-7171 

413-485-7173 Fax 

Bethany Corbett, Owner CHORE 

Barbara Gliniak (BG) 413-626-0078 Cell 

413-848-2811 Home 

413-848-2811 Fax 

Barbara Gliniak, Owner CHORE 

Rachel Rudmen, dba A 
Helping Hand (RUD) 

413-658-7543 Rachel Rudmen, Owner CHORE 

 

ADULT DAY HEALTH 

Belchertown COA (BADH) 413-323-0420 Diane Radebaugh SDC 

Elite Home Health (EHH) 413-256-4663 

413-247-0080 Fax 

Brittany Redfern 

Tom Porter 

SDC 

Golden Moments Adult 
Day Health Spa (GMADH) 

413-584-6950 Sheryl Fappiano ADH 

Mercy ADH (MERCY) 413-568-0555 Peggy McKinstry ADH 

Thayercare (THAY) 413-584-0300 Betty Thayer ADH/SDC 

 

MISCELLANEOUS 

ELS Laundry (ELS) 413-525-3134 

413-221-1445 Cell 

Jean Graziani Laundry 

International (INTL) 413-734-5200 Yelena, Coordinator Interpreter 

Language Bridge (LAN) 413-567-1295 Home 

413-478-4342 Cell 

Mila Dubinchik 

Julia, Scheduler 413-754-3488 

Interpreter 

MedicAlert Foundation 209-669-2462  Wanderer 
Locator 
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RESPITE 

Elite Home Health (EHH) 413-256-4663 

413-247-0080 Fax 

Brittany Redfern 

Tom Porter 

Respite 

Golden Moments Adult 
Day Health Spa 
(GMADH) 

413-584-6950 Sheryl Fappiano Respite 

Thayercare (THAY) 413-584-0300 Betty Thayer Respite 

Western Mass Hospital 
(WMH) 

413-562-4131  Respite 

 

TRANSPORTATION 

Elite Home Health (EHH) 413-256-4663 Brittany Redfern Transport 

Hulmes Transportation 
(HULMES) 

413-323-6100 Paul Anziano Transport 

Mercy ADH (MERCY) 413-568-0555 Peggy McKinstry Transport 

Thayercare (THAY) 413-584-0300 Betty Thayer Transport 

 

COMPETENCY 

Vendor Number Services 

Dr. Tedd Ackerman (ACK) 413-534-2697 Work 

413-563-1897 Cell 

Comp 

Dr. Alice Graham-Brown (AGB) 413-582-7836 Home 

413-534-2697 Work 

508-425-5541 

Comp 

Dr. Allen Warner (WAR) 413-665-3204 Home Comp 

 

HABILITATION 

Elite Home Health (EHH) 413-256-4663 Donna Kasabula, RN HA 
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