Area Agency on Aging – Region II
Pima Council on Aging

Area Plan 2021 – 2023

Part I: Introduction to the Area Plan
An Area Plan is the document submitted by an Area Agency on Aging to the
State Agency on Aging in order to receive awards or contracts from the State
Agency’s grant provided under the Older Americans Act, as amended. The
Area Plan contains provisions required by the Act, the Federal rules and
regulations, State policies, procedures, and assurances and commitments that
the Area Agency will administer activities funded under the plan in accordance
with all Federal and State requirements. The plan is the blueprint by which the
Area Agency on Aging develops and administers a comprehensive and
coordinated system of services and serves as the advocate and focal point for
older people in the Planning and Service Area.
Conceptually, the plan must represent a process, which translates needs
assessment information into the establishment of priorities for funding and
services.
The Area Plan on Aging, as a planning document, has three major purposes, as
follows:
1. The Area Plan serves as the planning document which identified needs,
goals, objectives, and the activities that will be undertaken by the Area
Agency on Aging relative to programs for the older persons in the
Planning and Service Area.
2. The Area Plan represents a formal commitment to the State Agency which
describes the manner in which the Area Agency on Aging plans to utilize
the Older Americans Act funds, and how it will carry out its administrative
responsibilities.
3. The Area Plan is viewed as “the blueprint for action” which represents a
commitment by the Area Agency on Aging that it will fulfill its role as the
planner/catalyst/advocate on behalf of older persons in the Planning and
Service Area.
This Area Plan contains activities that will be funded and administered during
Arizona State Fiscal Years (SFY) 2022 –2023, in accordance with federal and
state requirements.

1
2021-2023 Area Plan on Aging – Pima County, Arizona - Region II

Part II: Description of Area Agency on Aging and Its Network
About PCOA
PCOA is a single-purpose Arizona non-profit corporation with a mission to
promote dignity and respect for aging, and to advocate for independence in
the lives of Pima County’s older adults and their families. Established in 1967,
PCOA is the designated Area Agency on Aging under the Older Americans Act.
In addition to operation of services contracted through the Area Agency on
Aging, PCOA provides community-based services focused on end-of life-care,
the Senior Companion program, a community-based mutual aid program
called Neighbors Care Alliance, Visibility Matters and other LGBTQ+ training
initiatives, Dementia Capable Southern Arizona, Veterans Independence Plus,
and other programs funded through various grant or donation-based sources.
PCOA operates two subsidiary companies. PimaCare at Home joined PCOA’s
family of non-profit companies in 2011 as an in-home care company that
contracts with the Arizona Long-Term Care System. In 2020, the CareGiver
Training Institute also joined PCOA’s family of non-profit companies to help
train qualified direct care workers in Pima County.
As a 501(c)3 organization, PCOA has an 18-member Board of Directors that
oversees the governance operations for PCOA, and PimaCare at Home. The
CareGiver Training Institute is separately incorporated and has its own Board of
Directors, appointed by PCOA. As the Area Agency on Aging, in compliance
with the Older Americans Act, PCOA has an Advisory Council. The Advisory
Council regularly reviews programs, contract compliance, and financial records
for business operations relating to work done by the Area Agency on Aging.
The Chair of the Advisory Council is an Ex Officio member of PCOA’s Board of
Directors and regularly reports to the Executive Committee and Board of
Directors. The Board of Directors hires a President & Chief Executive Officer
who oversees business and program operations for PCOA. Responsible for the
executive leadership of PCOA’s various departments and companies are the
executive management team consisting of the Vice Presidents of Operations,
Programs & Services, Philanthropy & Communications, Population Health
Initiatives, and a Vice President and Chief Financial Officer. PCOA also operates
a management team consisting of 30 coordinator, manager, and director level
staff responsible for overseeing the day-to-day operations of various programs,
services, and projects at PCOA. Overall, PCOA employs nearly 100 full- or parttime staff members. PimaCare at Home employs seven full-time administrative
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staff and between 80-100 part-time direct care workers. The CareGiver Training
Institute employs six full-time administrative staff and 11 healthcare education
instructors. All together PCOA and its family of non-profit companies employs
approximately 220 full- or part-time staff in various capacities.
See Appendix II for a staff organizational chart, Appendix IV for a list of Advisory
Council Members, and Appendix III for a list of the PCOA Board of Directors.
Area Agency on Aging Operations and Service Methodology
Most programs operated by PCOA relating to the Area Agency on Aging are
overseen by the Vice President of Programs & Services. Under their direction
are various staff that manage and provide service in the Case Management,
Caregiver (Family Caregiver Supportive Services), Rights & Benefits (quasi-legal
aid and advocacy), Medicare (State Health Insurance Assistance Program,
Senior Medicare Patrol, and MIPAA), Long-Term Care Ombudsman, and Intake
(information & referral services) Departments. These staff roles include the
Director of the Community Services System and two Case Management
Supervisors and the Coordinators for Family Caregiving, Right & Benefits,
Medicare, Long-Term Care Ombudsman, and Intake. The Vice President of
Population Health Initiatives in conjunction with the Director of Healthy Living
Programs oversees the Healthy Living Department (evidence-based
programming). As an Area Agency on Aging, many direct services are subcontracted through other community agencies and businesses. Contract
compliance, monitoring, and reporting are overseen by the Vice President of
Operations and the Older Americans Act Program Director in conjunction with
the Vice President & CFO. Organizational planning, including the area planning
process and subsequent reports on the plan’s progress, and local, state, and
federal macro-level advocacy are overseen by the Director of Public Policy &
Special Projects and the Vice President of Philanthropy & Communications.
A major component of PCOA’s service methodology is the Community Services
System, which is a network of sub-contracted providers, information & referral
services, case management services, and contract compliance and
management. The Community Services System is the system that facilitates the
provision of Older Americans Act funded home and community-based services
in Pima County and is managed and operated by PCOA. Pima County’s older
adults have access to a centralized intake process for this system primarily
through PCOA’s Helpline. Upon completion of the initial intake, clients are
opened as case managed clients wherein trained staff complete an in-home
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assessment and authorize, monitor, and track in-home supportive services, with
direct service being provided by contracted providers in the community.
Nutrition services are provided through either Pima Meals on Wheels, PCOA’s
home-delivered meals program, or Congregate Community Lunches offered at
various locations throughout the community. PCOA sub-contracts with various
non-profit organizations, private business, and governmental entities to ensure
service delivery.
To secure sub-contracted providers in a competitive manner, PCOA follows
federal and state procurement policies for obtaining goods and services.
Contracts are usually awarded for a three-year cycle and determined through a
formal request for proposals process. Legal notice is publicly posted, and
current and prospective contractors are contacted. Sealed bids must be
received by the posted deadline and opened publicly. PCOA conducts fiscal
program monitoring of all providers annually, or more often if needed. If
corrective actions are noted, PCOA’s Older Americans Act Program Director
follows up with the contractor to ensure contract compliance moving forward.
In addition to service delivery, PCOA plays a significant role in convening
community collaboration, ensuring innovative program development, and
providing advocacy for public policy affecting older adults and their caregivers.
Maintaining community partnerships is the primary responsibility of the
President & CEO, their executive staff, and senior management. Community
partnerships often include funders, elected and appointed officials, communitybased organizations and non-profits, health care organizations, businesses, and
participation of older adults and caregivers. PCOA is the co-chair of the Elder
Alliance, which is anchored at the United Way of Tucson and Southern Arizona
and brings together over 75 organizations and 150 older adults to discuss
relevant aging issues. In addition, PCOA is active in the Arizona End-of-Life Care
Partnership and Behavior Health and Aging Council. PCOA operates the
Neighbors Care Alliance, which is a coalition of 18 neighborhood-based mutual
aid programs throughout the county, by providing administrative support,
assistance with program development, and resources. Finally, PCOA contracts
and partners with several faith-based organizations including Lutheran Social
Services of the Southwest, Catholic Community Services, and Interfaith
Community Services.
PCOA regularly appears in local media and publishes a Newspaper, Never Too
Late, that seeks to inform the community of socialization opportunities, service
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changes, and pressing issues. In addition, PCOA is active on social media and
their website, pcoa.org, is available for the public to access information about
issues and services.
Area Agency on Aging Funding
The primary funding source for the Area Agency on Aging is the federal Older
Americans Act. The State of Arizona provides matching funds of at least 10% to
the Arizona Aging Network to draw down federal dollars. This funding is
distributed on a formula basis based upon the Census count of older adults in
the planning and service area. PCOA’s planning and service area is Pima
County. It is the second largest planning and service area in the state and
receives approximately 16% of these funds. To receive federal and state funds
through the Older Americans Act, PCOA provides a local match. This match
consists of a variety of funding sources including funding from the City of
Tucson, Pima County, the United Way of Tucson and Southern Arizona, private
grants, bequests, endowments, and donations. PCOA also collects project
income and cost-sharing dollars for service as allowed under the Older
Americans Act. PCOA has experienced and professional staff in the areas of
financial management, fund development, grants, and program administration
that work together to meet not only contractual obligations of the Department
of Economic Security but also requirements and contracts of these various
community funding sources. PCOA’s finance department tracks all revenues
and expenditures for the organization by program and funding source.
Financial records are maintained on Abila MIP Fund Accounting software, with
accounts set by general ledger code, program code, and grant/funding source
code.
Progress, Tracking, and Reporting
Within this Area Plan are goals set by the Department of Economic Security and
both strategic and operational objectives set by PCOA’s executive
management staff and approved by the Advisory Council and Board of
Directors. Progress on the Area Plan, subsequent development of the Plan’s
Action Steps, and reporting of the Plan’s progress are overseen by the Director
of Public Policy & Special Projects in conjunction with management and
executive management staff. Also outlined in this plan are outcomes and
outputs that show progress on the Plan’s goals and objectives. Monitoring the
progress of this Plan’s outputs and outcomes and other programmatic changes
are reflected in PCOA’s End of Year services report, which is developed by the
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Older Americans Act Program Director in conjunction with executive
management and management staff. PCOA’s Director of Development is
responsible for publishing PCOA’s Annual Report, which shares end of year
audited financial information and service information to the public and to
PCOA’s funders.
Depending upon funding or program changes, utilization patterns or other
variables, amendments to service contracts may be required. If contract
amendments for the Area Plan services are required, they are discussed with
applicable funding sources and sub-contractors accordingly, changes are made
to budgets and scope of work methodologies and presented to the Advisory
Council for comment. Depending on the extent of the service change, a
proposal may be submitted to the Board of Directors for approval. PCOA
collaborates closely with the Department of Economic Security Division of
Aging and Adult Services and keeps them abreast of relevant service changes
that may affect the trajectory of meeting the outlined goals and objectives in the
Area Plan.
Emergency Preparedness
PCOA’s extensive community network of elected and appointed officials
continues to allow the organization to provide emergency services during the
COVID-19 pandemic. In partnership with the Pima County Health Department,
PCOA has procured vital personal protective equipment to keep employees
and clients safe from the spread of infectious diseases. This partnership also
allows PCOA the continued opportunity to provide input, support, and
partnership to the COVID-19 vaccination efforts. Specifically, PCOA’s President
& CEO sits on the Pima County Health Department’s Ethics Committee, the
Governor’s Long-Term Care Task Force, and various other local and statewide
committees and commissions to represent the rights and needs of older adults.
In addition to the seriousness of the COVID-19 pandemic, PCOA participates in
and takes seriously emergency preparedness for various other emergency
situations including natural disasters like flooding from monsoons or summer
fires, power outages, and other emergencies that may impact the lives of older
adults and supportive and health services they need. Select PCOA staff are
members of the Medical Reserve Corp of Southern Arizona (MRCSA). MRCSA is
a program that strives to improve the health and safety of communities across
the country by organizing and utilizing public health, medical personnel, and
other volunteers to supplement existing emergency and public health
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resources during local emergencies. In addition, PCOA continues to participate
in community coalitions and collaborations regarding emergency
preparedness, as requested, including the Power Outage Emergency
Roundtable. Moreover, PCOA staff have contact with the Pima County Office of
Emergency Management (OEM) and participate in planning processes for
disaster relief.
No matter the situation, PCOA’s Board of Directors, Advisory Council, and
dedicated staff stand ready to adapt community-based services and services
methodologies and work with contractors to serve older adults and their
caregivers in the event of an emergent situation.
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Part III: Public Needs Assessment Procedure
Needs Assessment Introduction
Due to the COVID-19 pandemic, PCOA did not conduct a formal community
needs assessment in 2020 as planned. The past year has highlighted many of
the needs that PCOA identified in the 2016-2017 planning process and
exposed some new needs as well. As the community begins to recover from the
devastation of COVID-19, PCOA continues to remain cognizant of the needs of
older adults, especially those who are socially isolated or lack digital proficiency
or access. For the purposes of this planning period, PCOA will continue to use
data from the 2016-2017 community needs assessment. In addition, PCOA will
note demographic changes as identified by the US Census and report on
apparent needs of older adults since the last community needs assessment
occurred.
Procedure and Methodology of Assessment
For the 2016-2017 planning cycle, PCOA used a three-pronged approach to
collecting data that had proven effective in previous years. This approach
included a community needs assessment survey distributed to various locations
and in various formats throughout the county, focus groups with sub-contracted
providers to gauge community need in PCOA’s service population, and
community listening sessions at large for people to voice concerns. In
consultation with the Pima County Health Department, the formatting of the
community survey was modified, and a few questions were added. The new
survey areas focused on the use of prescription pain medication and
determining the concerns of LGBTQ+ older adults. PCOA also expanded the
number of listening sessions from ten in earlier assessments to twelve,
providing more opportunities for people living in rural areas to engage with the
process.
Data was collected over a three-month period and resulted in:
• Six focus groups of professionals working with and providing services to
older adults.
• 2,251 survey responses tabulated through Survey Monkey from people
60 years of age or older.
• Twelve public listening sessions held throughout the community with
Spanish language interpreters, including in Tucson, Green Valley,
Sahuarita, Marana, Tucson Estates, Catalina, Amado, and Ajo.
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Focus Groups
Representatives from health, housing, homecare, and social service providers
were invited to participate in focus groups held at various locations in Pima
County during November and December 2016. The questions discussed at the
focus group were sent to participants in advance of the meeting. Those who
were unable to participate in discussions were invited to review the questions
and return responses to PCOA to include in the finalized report. It was
imperative to listen to the concerns of service providers for two reasons. First,
these providers give a “boots on the ground” perspective of work being done
at a personal level with older adults in need. Secondarily, there are various
workforce concerns that could be barriers to providing service. This would not
have been captured through community surveying or generalized public
listening sessions. Twenty-six agencies provided written and/or verbal
responses.
Community Needs Survey
To widely assess the need of the community, PCOA worked in conjunction with
the Pima County Health Department to revise the survey used in the previous
planning period. The survey was distributed in both English and Spanish and
was available for completion electronically via Survey Monkey, published in
PCOA’s newspaper, Never Too Late, and distributed through various
community channels. These included participants in congregate and home
delivered meals, members of numerous clubs and organizations with large
older adult memberships, service recipients of various social service providers,
in faith communities, and through neighborhood associations. By distributing
this survey widely in both Spanish and English, using a variety of media outlets,
and engaging with participants electronically through a digital version of the
survey, PCOA was able to provide an inclusive way that older adults were able
to voice concerns and needs in the community. 2,251 surveys were received
and tabulated with responses coming from all geographical areas of the county.
Listening Sessions
PCOA held twelve listening sessions located at various sites in Tucson, Green
Valley, Marana, Sahuarita, Tucson Estates, Catalina, Amado, and Ajo. Each
meeting had a panel comprised of PCOA staff, members of the Board of
Directors, and members of the Advisory Council. Notice of these meetings were
sent to newspapers and radio stations, an article was published in PCOA’s
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newspaper, Never Too Late, and information was distributed through various
organizations that serve primarily older adults including clubs, organizations,
centers, and services providers in the area. By providing the listening sessions in
various communities throughout the county, including some of the county’s
most rural locations, PCOA was able to obtain more information from a more
diverse array of older adults. Moreover, the listening sessions were widely
promoted using various media outlets including radio and print media allowing
for a broad cross section of the community to engage with the process even if
they were not currently receiving community services. Around 140 people
attended and shared their comments and concerns.
Partnerships and Strategic Outreach
PCOA worked in conjunction with the Pima County Health Department to
identify questions to specifically gauge the need of certain communities, most
prominently the LGBTQ+ community. The University of Arizona also provided
assistance in mapping and identifying demographic information used to the
analysis of these data collected. PCOA strategically used outreach
opportunities through their vast networks of media outlets to ensure that the
opportunity for input was widely available to Pima County’s older adults and
their caregivers.
Moreover, over the past four years, PCOA worked with various community
partners to continue assessing and developing new techniques to address
community need. Most notably, PCOA was the principal author of the AgeFriendly Tucson Plan, adopted May 2019 by the City of Tucson Mayor and
Council. The Age-Friendly Tucson Plan and the City of Tucson P-CHIP plan both
use PCOA’s A Report to the Community, a summary of PCOA’s findings in the
2016 community needs assessment, as a foundational document for on-going
public policy development. PCOA’s A Report to the Community, and the City of
Tucson Age-Friendly Plan can be found at pcoa.org.
Community Need During the Pandemic
The COVID-19 pandemic drastically changed life for everyone, especially those
who are older adults living with one or more comorbidity. Services had to adapt
to a virtual format to account for social distancing recommendations from the
Centers for Disease Control and Prevention and the Pima County Health
Department. In March of 2020, PCOA sent 80% of its work force home to work
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remotely. Congregate meal locations switched to grab ‘n go meals. Community
need was at and continues to remain at unprecedented levels.
While it is important for PCOA to offer virtual services, and older adults have
and will continue to benefit from them, many others were left behind because
of lack of access to technology or fluency in using it. For a variety of reasons,
PCOA knows that many older adults are best served in person. Moreover,
physical distancing has provided all levels of society with an acutely aware
perspective of how social isolation effects mental and emotional health. For too
many older adults, this was the reality prior to the pandemic and will continue to
be for years to come.
Addressing the needs of the community during the COVID-19 pandemic over
the past year has been telling of societal challenges the community will
continue to endure. The pandemic has laid bare the inequities in society,
whether it is inequity in income, race, gender, age, or any other status. Issues
surrounding food insecurity for older adults and addressing the digital divide
generations face is critical to facilitating growth in the future. Growing demand
for in-home support services will only increase the already unmet need for a
larger, better trained direct care workforce.
Funding for critical supportive services, affordable housing, nutrition services,
health care, and so much more needs to remain at the forefront of collective
agendas and will be as PCOA continues to advocate on behalf of older adults.
The Needs Assessment’s Impact on Area Planning
As the Area Agency on Aging, PCOA is responsible for identifying community
needs, planning, development of service to address community needs, and
administration of services. In this plan, PCOA identifies strategic and
operational objectives aimed at meeting the community needs. Over the past
four years, PCOA worked to meet some of the emerging needs identified in the
2016 planning process. Since the 2016 needs assessment, PCOA has been a
leading voice in the development of the direct care work force. In 2018 the
organization opened their Katie Dusenberry Healthy Aging Center, which has a
skills lab specifically designed to teach family caregivers and direct care workers
how to provide care in a home setting. In 2020, the CareGiver Training Institute
joined PCOA’s family of non-profit companies to expand the supply of direct
care workers in the community. Also in 2020, PCOA partnered directly with the
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Administration for Community Living to begin Dementia Capable Southern
Arizona, an initiative anchored at PCOA.
PCOA will continue to work to address the community needs identified during
the 2016 needs assessment as outlined in this plan, but they will also work to
address emerging community need that has been laid bare by the pandemic.
See Appendix V for a chart of major comments received from all sources during
the 2016 needs assessment and Appendix VI for updated demographic
information reported by the US Census.
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PART IV: Goals and Objectives
This Area Plan on Aging identifies three goals and the operational and strategic
objectives PCOA plans to address over the next two years. The Operational
objectives identify what PCOA is already doing to address identified goals.
Strategic objectives identify what PCOA intends to do, change, or initiate to
meet identified goals. These goals mirror the larger Arizona State Plan on
Aging, of which this plan will become a part.
Goal 1: Increase the ability of Older Adults to remain active, healthy, and
living independently in their communities.

Strategic Objectives
Strategic Objective S1-1: Collaborate with community partners and
government agencies to address the needs of older adults during the COVID19 and pandemic and in the immediate recovery.
Outcome:
• Maintaining services for older adults in PCOA's services system
while following most recent recommended CDC and Pima County
Health Department guidance.
Output:
• Number of partner meetings to address social isolation
• Number of community coalitions, partnerships, and task forces that
PCOA staff participate in related to COVID-19
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Strategic Objective S1-2: Work with the Pima County Health Department and
various community organizations, to ensure that older adults have equitable
access to the COVID-19 vaccine and subsequent booster shots as they become
available to the community.
Outcome:
• Older adults have equitable access to the COVID-19 vaccination
and any subsequent booster shots.
Output:
• Percentage of older adults vaccinated in Pima County
• Number of opportunities for outreach to underserved communities
identified
Strategic Objective S1-3: Increase opportunities for consumer directed care for
older adults, empowering family caregivers and older adults to make their own
care decisions.
Outcome:
• Expand the number of older adults and caregiver using consumer
directed care
Output:
• Number of family caregivers receiving respite care through Friends
and Neighbors consumer directed care program
• Development of a framework for service of home care through a
consumer directed care option
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Operational Objectives
Operational Objective O1-1: Continue provision of adult day care/adult health
care, attendant care, case management, general transportation, grocery
shopper, home repair and renovation, housekeeping/homemaker, and
personal care for those determined to meet eligibility requirements for the
program.
Outcome:
• Maintain services for older adults in Pima County
Output:
•
•
•
•
•
•
•

Hours of adult day care provided and number of people served
Hours of attendant care provided and number of people served
Hours of case management provided
Number of trips in general transportation provided
Number of people served with grocery shopping service
Number of people served with home repair service
Hours of housekeeping/homemaker service provided and number
of people served

Operational Objective O1-2: Continue provision of nutritional programming
through both home-delivered meals and congregate meals for those who
qualify for service.
Outcome:
• Maintain nutritional services in Pima County for older adults.
Output:
• Number of meals served in home-delivered meals
• Number of meals served in congregate/grab ‘n’ go lunch programs
• Number of congregate/grab ‘n’ go program sites available in the
community
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Operational Objective O1-3: Continue provision of the personal budgeting
assistance program to match low-income clients with trained volunteers to assist
with balancing check books, paying bills and creating personal budgets.
Outcome:
• Clients are able to meet financial obligations
Output:
• Number of clients assisted
• Number of trained volunteers providing service in a program
Operational Objective O1-4: Continue provision of evidence-based healthy
living programs that include but are not limited to Chronic Disease SelfManagement, Health Living with Diabetes, Chronic Pain Self-Management,
EnhanceFitness, Bingocize, and A Matter of Balance.
Outcome:
• To reduce the falling among older adults participating in classes
• Increase client capacity to manage chronic conditions
Output:
• Number of people participating in evidence-based programming
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Operational Objective O1-5: Continue to support neighbors helping
neighbors programming in Pima County by providing administrative oversite,
support, coaching and assistance to neighborhood groups, and training to the
community.
Outcome:
• With support of PCOA staff, neighbors helping neighbors
programs can more effectively support volunteer-based programs
to assist older adults
Output:
• Number of programs that are part of PCOA’s Neighbors Care
Alliance
• Number of partnership meetings
• Number of community presentations to raise awareness and create
new community-based program delivered
Operational Objective O1-6: Continue provision and implementation of the
Aging Mastery Program.
Outcome:
• Increase opportunities for social connectedness and understanding
of healthy living for participants
Output:
• Number of classes held
• Number of people participating in program
Operational Objective O1-7: Continue providing individualized counseling
and education to those who receive Medicare or those who are enrolling in
Medicare through the State Health Insurance Assistance Program.
Outcome:
• Maintain access to Medicare counseling for older adults
Output:
• Number of individuals receiving individualized Medicare
counseling
17
2021-2023 Area Plan on Aging – Pima County, Arizona - Region II

Operational Objective O1-8: Provide information, assistance and referrals to
help families in examining options, locating resources, and connecting with
assistance.
Outcome:
• Community members receive information and referrals for services
based on identified need
Output:
• Number of inquiries made to PCOA’s intake staff
• Number of referrals to internal programs and outside agencies for
service
Operational Objective O1-9: Collaborate with community partners to continue
provision of information, assistance, and support groups to kinship family
members (grandparents raising grandchildren, primarily).
Outcome:
• Kinship family members have access to resources to provide
support to their family members
Output:
• Number of kinship family members assisted with caregiver support
Operational Objective O1-10: Continue providing older adults with the service
of adaptive aids and devices and products such as emergency alert services,
durable medical equipment, and incontinence supplies in partnership with
community organizations and businesses.
Outcome:
• Providing older adults in need access to adaptive aids and devices
Output:
• Number of clients provided emergency alert services
• Number of clients receiving durable medical equipment
• Number of clients receiving incontinence supplies
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Operational Objective O1-11: Continue provision of transportation subsidies
to low-income and/or ADA eligible older adults attending metro area
congregate socialization and nutrition centers.
Outcome:
• Older adults have access to transportation to help clients receive
congregate meals
Output:
• Number of rides provided by general transportation
Operational Objective O1-12: Continue service provision in rural areas
including maintaining or expanding relationships with rural transportation
providers.
Outcome:
• Maintain services and transportation in Pima County for older
adults
Output:
• Number of people receiving home care services in rural areas
• Number of people receiving nutritional programming in rural areas
• Number of trips provided in general transportation in rural areas
Operational Objective O1-13: Continue provision of major home repair and
adaptation services and provide durable medical equipment to correct health
and safety hazards.
Outcome:
• Provide home repair services enabling older adults who cannot
perform their own home repairs to live independently in their own
homes
Output:
• Number of home repairs completed
• Number of people served
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Goal 2: Increase awareness and understanding of aging issues and help
prepare Arizona for an aging population.

Strategic Objectives
Strategic Objective S2-1: Raise awareness of and advocate on behalf of the
rights and needs of older adults to elected and appointed government officials,
including to Members of Congress, State Legislators, and County and
municipal governments.
Outcome:
• Government officials have on-going communication, as needed,
regarding the rights and needs of older adults
Output:
• Number of meetings scheduled with government officials
• Legislative action taken by elected officials
• Regulatory changes taken by elected or appointed officials
Strategic Objective S2-2: Increase outreach efforts to older adults, especially
those in rural communities, communities of color, and marginalized
communities.
Outcome:
• The creation and implementation of a strategic IDEA (inclusion,
diversity, equity, and accessibility) framework for the organization
Output:
• Number of earned and paid media contacts in rural communities
and Spanish language publications
• Number of Visibility Matters Presentations done per year
• Demographic information of clients served
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Operational Objectives
Operational Object O2-1: Provide relevant information on aging issues
through PCOA’s newspaper, Never Too Late, and various other media outlets
including the Arizona Daily Star and Green Valley News.
Outcome:
• Increase number of older people and their caregivers who are
aware of PCOA’s services
Output:
• Number of Never Too Late copies ordered and digital copies
opened
• Number of earned media outcomes
• Calls to the PCOA Helpline
Operational Objective O2-2: Continue to participate in community
collaborations to increase partnership, impact, and awareness of PCOA’s
services in Pima County.
Outcome:
• PCOA maintains flexibility to react to urgent community needs
Output:
• Number of community coalitions and non-contractual partnerships
Operational Objective O2-3: Collaborate with community partners to conduct
special events focusing on specific aging issues to increase awareness, such as
the Annual Salute to Centenarians, Behavioral Health and Aging educational
opportunities, Caregiver educational events, Alzheimer’s Association Education
Conference, and various University of Arizona lecture series.
Outcome:
• Increase dissemination of aging related issues throughout the
community across multiple venues
Output:
• Number of special events focusing on specific aging issues held
• Number of participants or attendees
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Operational Objective O2-4: Provide leadership and support for the Behavioral
Health and Aging Council (BHAC) to ensure effective service referrals, share
information, and provide advocacy for services and training opportunities for
professionals to support the intersection of behavioral health and aging
services.
Outcome:
• Create opportunities between sectors to share expertise
Output:
• Number of BHAC meetings held
Operational Objective O2-5: Facilitate and participate in the Elder Alliance,
anchored at the United Way of Tucson and Southern Arizona, and its action
teams to support the work of aging service providers done throughout the
community.
Outcome:
• PCOA maintains flexibility to react to urgent community needs
Output:
• Number of meetings attended
• Number of staff attending Elder Alliance meetings
• Number of staff participating on action teams of the Elder Alliance
Operational Objective O2-6: Collaborate with corporate partners and private
donors to leverage government funds and expand access to services through
in-kind and financial support.
Outcome:
• Maintain current levels of funding and services
Output:
• Dollars raised
• In-kind resources accumulated
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Goal 3: Increase the safety and well-being of older Arizonans.

Strategic Objectives
Strategic Objective S3-1: Increase PCOA’s inclusion, diversity, equity, and
accessibility practices by focusing on diversifying staff recruitment, hiring, and
training, broader representation in marketing of service, and service adaptation
to meet the needs of diverse older adult communities.
Outcome:
• Increased service utilization by older adults within marginalized
communities
Output:
• Creation and implementation of a strategic IDEA framework
Strategic Objective S3-2: Increase opportunities for engagement of trained
direct care workers and informal family caregivers through increased training,
advocacy, and workforce development.
Outcome:
• Bolstering the direct care workforce and informal family caregivers
capacity
Output:
• Number of trainings provided to direct care workers and informal
family caregivers
• Number of people completed training
Strategic Objective S3-3: Work to develop a home sharing program that allows
older homeowners to share their homes with younger home seekers, with the
goal of increasing interdependence and facilitating aging in place.
Outcome:
• Have infrastructure in place to begin a program once appropriate
funding is obtained
Output:
• Development of a service model to effectively match homeowners
and home seekers in Pima County
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Operational Objectives
Operational Objective O3-1: Improve coordination of services designed to
identify, investigate, and prosecute crimes targeting older adults through
partnership with Adult Protective Services and other stakeholders, as well as
participation in community coalitions such as the Statewide Abuse Task Force,
Pima County Elder Abuse Coalition, and Stop Abuse and Financial Exploitation
of Elders (SAFEE).
Outcome:
• Increase opportunities for collaboration among community
providers to identify and reduce risks and improve safety for older
adults
Output:
• Number of meetings or presentations attended focusing on fraud
and abuse concerns among older adults
Operational Objective O3-2: Maintain productive collaboration with Adult
Protective Services to provide Emergency Human Services and other necessary
service to older adults in need.
Outcome:
• Ensure client’s issues are resolved by using client centered care
methodologies
Output:
• Number of meetings between PCOA and APS to discuss common
concerns, mutual referrals, and clients
• Number of older adults referred from APS to PCOA’s emergency
human services program

24
2021-2023 Area Plan on Aging – Pima County, Arizona - Region II

Operational Objective O3-3: Maintain Rights and Benefits services to provide
information, advocacy, and problem resolution for older adults and/or their
caregivers.
Outcome:
• Clients report that they received adequate help in solving their
identified need
Output:
• Number of clients assisted with rights and benefits services
Operational Objective O3-4: Ensure equitable access to legal representation
and advocacy to low-income older adults, communities of color, and other
marginalized communities through volunteer legal clinics and contracted legal
assistance.
Outcome:
• Clients who qualify for service have access to legal expertise and
advocacy, especially for those in marginalized communities and
communities of color
Output:
• Number of clients assisted through volunteer legal clinics
• Number of clients assisted through contracted legal assistance
Operational Objective O3-5: Advocate for the rights and needs of residents of
licensed long-term care facilities through the Long-Term Care Ombudsman
program.
Outcome:
• Residents receive assistance in resolving their concerns
Output:
• Number of resident complaints resolved
• Number of activities engaged in with facility residents
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Operational Objective O3-6: Continue to provide classes regarding benefit
eligibility and enrollment processes, including for Medicare and the Arizona
Long-Term Care System.
Outcome:
• People attending classes and workshops have increased
knowledge in the subject matter
Output:
•
•
•
•

Number of Medicare classes provided
Number of ALTCS classes provided
Number of people attending Medicare classes
Number of people attending ALTCS classes

Operational Objective O3-7: Continue to provide training and one-on-one
coaching for Medicare recipients on avoidance of Medicare fraud and scams.
Outcome:
• Widely disseminate information on Medicare frauds and scams
Output:
• Number of people receiving education and assistance related to
Medicare fraud and scams
Operational Objective O3-8: Collaborate with community organizations to
support and facilitate community responses to aging issues, such as the Elder
Alliance, the Southern Arizona Falls Prevention Coalition, the Behavioral Health
and Aging Council, and other coalitions that address community needs.
Outcome:
• Increased dissemination of aging and health related issues
Output:
• Number of meetings of PCOA staff attend of coalitions
• Number of organizations with which PCOA collaborates
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Operational Objective O3-9: Provide support groups for informal family
caregivers that promote self-help strategies and allow the expression of shared
emotions in a non-judgmental environment.
Outcome:
• Family caregivers who attend support groups report increased
ways in which they are able to minimize caregiver burden
Output:
• Number of support groups offered in the community
• Number of unduplicated family caregivers attending support
groups
Operational Objective O3-10: Provide training to caregivers to enhance their
skill level and provision of safe confident care to older adults.
Outcome:
• Caregivers receiving training report they feel better equipped to
care for an older adult
Output:
• Number of caregivers receiving training to enhance their training
skills
Operational Objective O3-11: Continue provision of respite care services to
family caregivers who qualify.
Outcome:
• Family caregivers receiving respite services report they are able to
better care for their own needs
Output:
• Number of family caregivers receiving respite services
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Operational Objective O3-12: Provide supports to Neighbors Care Alliance
(NCA) programs that provide transportation to older adults.
Outcome:
• Increase membership of the Neighbors Care Alliance program
Output:
• Number of NCA member programs that take advantage of PCOA
provided milage reimbursement
• Number of miles reimbursed
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Part V: Preference to Older Persons with Greatest Economic and Social Need
Ensuring Older Adults at Greatest Social and Economic Need of “Preference”
are Being Met
Targeting language is included in all requests for proposal packages so
potential contractors are aware from the outset of the need for “preference” in
providing services. Service methodologies and scopes of work require potential
contractors to meet preference in service delivery. These methodologies are
incorporated into contracts which then hold providers responsible for meeting
the preference objectives. Monthly and quarterly demographic reports are
monitored for targeting compliance. Actual targeting outcomes are discussed
with contractors at annual assessment of needs.
Demographic Data Incorporation
Published US Census and American Community Survey data along with data
from other reputable sources related to aging (e.g., AARP, the National
Association of Area Agencies on Aging, the National Council on Aging, etc.) are
compiled and analyzed by PCOA to prepare an overview of what the 60+
demographic looks like in Pima County. This information is used in areas of the
organization to facilitate community growth and awareness including in
community presentations, educational materials compiled for media and
elected officials, and most prominently in A Report to the Community, a
publication of our findings from the community needs assessment process.
PCOA send the Federal Poverty Guidelines to contractors annually, ensuring
the most accurate data is used in their reporting and services. Demographic
information is commonly used to advocate for additional funding and resources
to provide quality services to communities in need, including rural
communities, communities of color, and marginalized communities.
See Appendix VI for updated demographic information.
Identifying People Eligible for Service
PCOA has a robust marketing and communications department that oversees
traditional media marketing like TV, print, and radio; social media and internet
outreach; and advocacy and community engagement. In 2018 PCOA engaged
the services of a contracted translator to ensure that all major promotional and
service-related materials were translated into Spanish. Moreover, PCOA
revamped their website to be accessible in twenty different languages.
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Information on services is widely available in Spanish and English wherever
possible. It is also important to note that over the past four years PCOA has
made a concerted effort to hire bilingual/bicultural staff in each service area,
making services more accessible to the broader community. Special emphasis
on marketing is placed on areas of the county with the highest social and
economic need. These areas tend to be rural areas and the south and west
sides of Tucson along the I-10 corridor. PCOA has developed relationships with
local elected officials and trusted community leaders to ensure that there is
knowledge of PCOA services within these difficult to reach communities. To
continue identifying ways to engage marginalized communities and
communities of color, particularly in low-income neighborhoods, PCOA has
engaged an inclusion, diversity, equity, and accessibility (IDEA) consultant to
audit PCOA’s operations, policies, and engagement with the community and
provide recommendations for improvement.
Ensuring Service Providers Meet the Needs of Diverse Communities
Most requests for service are received through PCOA’s Helpline, which is a
centralized information and referral service. Helpline staff are certified
information and referral specialists. When a call comes in, they conduct an initial
screening. If the client needs services that can be provided by the Area Agency
on Aging, the Helpline staff provide further screening to determine the client’s
income, ability to perform activities of daily living, availability of assistance from
friends and family, and ability to pay for services. Individuals meeting the
targeted service preferences, as outlined in the Older Americans Act and by the
Department of Economic Security, are referred to either PCOA’s case
management department or PCOA’s sub-contracted service providers. The
Helpline is a bilingual/bicultural (English/Spanish) and accessible line. Staff are
trained for understanding a wide array of community need and to address
clients in a culturally responsive and appropriate manner.
PCOA’s Director of Older Americans Act Programs works closely with all subcontracted providers to communicate identified community needs and to
brainstorm and create strategies to address them. Information identified in the
community needs assessment is relayed to providers to inform them of
demographic challenges and realities of the planning and service area. All
service recipients are provided an opportunity to confidentially comment on the
services they received, including the opportunity to rate the service provider
and their staff in meeting their service needs. A confidential client satisfaction
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and outcome questionnaire is mailed to all clients or is provided at the time of
service delivery. The questionnaire is available in both English and Spanish and
is sent with pre-paid postage to ensure that no costs are incurred by the client.
Contractors are evaluated on their ability to satisfy the service needs of the
target population based on the anonymous comments received from their
clientele. PCOA’s Director of Older Americans Act Programs meets with any
contractors not meeting the desired outcomes to assist in resolving issues to
ensure client centered care and satisfaction. The Older Americans Act Program
Director conducts a formal audit annually of nutrition providers. If a contractor
has a pattern of practice of not meeting service needs, the provider will be
asked to submit a corrective action plan that is monitored and enforced.
Community-Based Organizations’ Involvement in Planning Process and
Implementation
The 2016 community needs assessment specifically engaged community-based
organizations, including those currently subcontracted with PCOA in a series of
six focus groups to assess community needs not only among older adults, but
also among those providing service. Many needs were identified during this
process, but particular emphasis was placed on expanding the direct care
workforce to reduce turnover and increase the supply of direct care workers.
Strategic objectives have been developed to address this identified community
need. As PCOA is just one of many community-based organizations, the
collaboration with providers and community partners to implement these
identified objectives is critical to the plan’s success. PCOA belongs to and leads
numerous community coalitions, boards, and committees that strive to bring
community-based organizations to come together to address community need.
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Part VI: Key Changes to Service Delivery
Key Changes to Service Delivery in Case Management and Nutrition
Programming
In FY 2011-2012, PCOA chose to directly provide case management services
instead of subcontracting the service to three community agencies. This change
allowed PCOA to reduce administrative costs and more uniformly apply the
eligibility guidelines for receipt of service. PCOA subcontracts on a unit rate
basis with twelve to fifteen home care agencies for the provision of attendant
care, housekeeping, personal care, and respite care services. This methodology
allows clients to have options for their care and service provision to be
transitions between home care agencies as needed.
PCOA evaluates the efficiency and effectiveness of this system on an on-going
basis, holding bi-weekly meetings between service, contract compliance, and
finance staff to assess the system, identify urgent issues, and incorporate
changes as needed.
Over the past four years, PCOA worked in conjunction with the Arizona
Association of Area Agencies on Aging and the National Association of Area
Agencies on Aging to increase advocacy for and awareness of the need for
additional funds into the home and community-based services. Due to
advocacy efforts, the Area Agencies on Aging have received additional funding
allowing PCOA to reduce their waitlist. Unfortunately, due to the increased
demand for direct care workers, wage compression, and limited funding, PCOA
continues to struggle to obtain enough direct care workers through contracted
agencies to meet the increasing demand for service. As this is such a large
issue, PCOA worked with the Department of Economic Security in FY 20202021 to launch the friends and neighbors program, a self-directed respite care
program. In 2020 PCOA applied and was approved for a waiver to allow for
subcontracting to PimaCare at Home, their subsidiary home care company, to
increase the accessibility to trained direct care workers. PCOA continues to
explore options for a self-directed care in-home care program to be provided
through the Community Services System as reflected in the Goals and
Objectives Section of this plan.
During the Coronavirus pandemic, PCOA had to rapidly modify their nutrition
programming to both accommodate social distancing recommendations and
to increase services to allow older adults to remain safely at home. As PCOA
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looks into the next two years of service, it is considering how to best reopen
congregate lunch programs at senior and neighborhood centers throughout
the County, which were converted to Grab-and-Go style service in March of
2020. Expanded service has meant bringing on two new kitchens capable of
producing the volume of meals needed for increased meal delivery. Over time,
PCOA will continue to assess and review strategies to modernize the nutrition
programs to be more inclusive for older adults, especially Baby Boomers.
The Aging and Disability Resource Consortium
Aging and Disability Resource Centers (ADRCs) serve as a “no wrong door” for
entry into the long-term services and support system for older adults, people
living with physical disabilities, and their caregivers. PCOA serves this role by
maintaining extensive lists of community resources and providing unbiased and
reliable information and assistance to the community. During the last planning
period, PCOA worked diligently to modernize their resources system by
developing a resource database accessible to the public on their website at
pcoa.org. This database provides increased service and efficiency for the
community by providing continuously up-to-date information and resources. If
people do need more help, they are always welcome to call PCOA’s Helpline.
PCOA’s Intake Specialists are certified through the Alliance of Information &
Referral Systems (AIRS) with the credential of Certification for Information and
Referral Specialists in Aging/Disability (AIRS CIRS-A/D).
Over the past two years, PCOA also worked with a translator to translate
informational handouts to the community like the PCOA ALTCS Guide to
Services, so that monolingual Spanish speakers can have equitable access to
information to help them and their loved ones.
PCOA continues to network with numerous entities in Pima County that serve
both the aging and disability communities. PCOA consults with other agencies,
as appropriate, regarding specific client needs and provides in-services from
other agencies to all direct service staff on topics related to aging and
disabilities. Staff from PCOA participate in various community coalitions
including the Behavioral Health and Aging Council, the Stop Abuse and
Financial Exploitation Against Elders coalition, the Southern Arizona Chapter of
the Falls Prevention Coalition, and the Elder Alliance. These groups allow for
eased access to referrals, coordination of service, and information sharing in the
community.
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Over the next two years PCOA will work to increase awareness in the
community of the COVID-19 vaccine using the ADRC. It is critical that all eligible
adults in Pima County get the COVID-19 vaccine to prevent widespread
infection that has so severely harmed older adults and people with pre-existing
comorbidities.
Helping Older Adults Navigate Medicare Through the State Health Insurance
Assistance Program (SHIP) and the Senior Medicare Patrol (SMP)
Medicare staff and trained volunteers provide information and education to
older adults via phone, virtually, or in various physical locations throughout the
County including at PCOA’s two office locations with the goal of discussing
Medicare options with beneficiaries so they can make an informed choice
regarding their care options. Understanding Medicare workshops are offered
twice a month and staff are available to speak to community groups. During the
COVID-19 pandemic, PCOA took the opportunity to introduce an online
Understanding Medicare video presentation that lives on YouTube and PCOA’s
website and is available to the public 24/7.
Medicare Update Conferences are held every year during open enrollment to
educate the public about Medicare and any known changes. Medicare
information and educational material are distributed to various agencies and
are available at pcoa.org and on PCOA’s Facebook page. Dependent upon the
course of the pandemic and the guidance of local public health officials, PCOA
will resume attendance of health fairs and other events to further distribute
information as appropriate.
Senior Medicare Patrol offers presentations by staff and trained volunteers to
any interested group throughout Pima County on how to protect against,
detect, and report Medicare fraud. Staff and volunteers are also available to
discuss issues with people regarding Medicare fraud and abuse. Senior
Medicare Patrol information and educational material is distributed to various
agencies and is available at pcoa.org and on PCOA’s Facebook page.
Dependent upon the course of the pandemic and the guidance of local public
health officials, PCOA will resume attendance of health fairs and other events to
further distribute information as appropriate.
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Reducing Threats to the Well-Being, Independence, and Financial Security of
Older Adults
PCOA works at both the public policy and individualized level to reduce threats
to older adults. From a public policy standpoint, additional funding received for
the home and community-based services system and the Long-Term Care
Ombudsman system help to increase the availability of qualified caregivers and
advocates for older people. Both systems provide regular check-ins for older
adults and ensure that their federally protected rights are upheld, and needs
addressed to the best of their ability. Over the next two years, PCOA will work in
conjunction with the National Association of Area Agencies on Aging, Area
Agencies on Aging throughout the State, and the Department of Economic
Security for additional resources to help older adults reduce threats to wellbeing, independence, and financial security.
On an individualized level, PCOA’s Rights & Benefits department regularly
meets with clients seeking help in addressing a litany of issues, most frequent
among them financial security, housing/homelessness, and fraud and scams.
The Rights & Benefits staff meet with people over the phone or in person to
discuss various issues that may arise. They work with community groups,
providers, and partnerships to secure service for those in need. Information on
fraud and abuse is often shared with people via PCOA’s website, Facebook,
and their newspaper, Never Too Late. With the adaptation of the Arizona
Management System, the Rights & Benefits department will continue to utilize
tools like process mapping, huddles, and standard work to reduce wait times
for service and increase efficiency within the system.
The Long-Term Care Ombudsman Program consists of trained staff and
volunteers that advocate for residents of long-term care facilities in order to
resolve problems of individual residents and ensure the protection of their
federally protected rights. Long-Term Care Ombudsman staff regularly attend
resident councils and offer presentations and training to facility residents and
staff on the resident’s federally protected rights. During the pandemic, PCOA
has continued to provide Ombudsman services in a safe and effective manner,
primarily virtually and on the phone, but also physically when necessary.
Because of the significant impact the pandemic has had on older adults,
PCOA’s President & CEO, W. Mark Clark, was selected to represent the Area
Agencies on Aging on the Governor’s Task Force on Long-Term Care. This task
force works to develop guidance and identify issues pertaining to the COVID35
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19 public health emergency. PCOA will continue to follow guidance from the
Department of Economic Security on how to best provide these services based
on the most current public health guidance available.
In 2018, PCOA created an emergency human services program to address the
growing number of people being referred by Adult Protective Services for short
term, intensive, emergency assistance. PCOA hires one intensive case manager
and allocates resources accordingly. Over the next two years, PCOA will
continue to work with the Department of Economic Security and Adult
Protective Services to further develop this system and act as a model to other
Area Agencies on Aging in the State.
Evidence-Based Programming and Disease Prevention Program
Implementation
In FY 2006-2007, PCOA rolled out their first evidence-based health promotion
programming and quickly expanded the provision to five programs: A Matter of
Balance, EnhanceFitness, Chronic Disease Self-Management, Chronic Pain SelfManagement, and Diabetes Self-Management. In 2018, PCOA’s family
caregiver support program began delivering a Powerful Tools for Caregivers
Training that is used to help caregivers manage the rigors of their obligations.
In FY 2020-2021, PCOA launched Bingocize as its newest evidence-based
program. Over the next three years PCOA will continue to implement these
evidence-based programs and expand programming in their new Dementia
Capable Southern Arizona community partnership. Unfortunately, the COVID19 pandemic has meant that older adults taking these programs at senior and
neighborhood centers had to adapt to receiving programmatic information
online. Over the next year, PCOA will work with public health officials and the
respective Parks and Recreation Departments of both the City of Tucson and
Pima County to begin offering these courses in person as community spread
levels remain low.
Improving Regional Transportation Options
PCOA’s Neighbors Care Alliance (NCA) is a neighbors helping neighbors
mutual aid program specifically designed to assist older adults with
transportation in their communities. NCA consists of a network of 18
neighborhood associations, community groups, and non-profit organizations
that provide volunteer transportation to those in need. Over the next two years,
PCOA will work to expand NCA into more diverse communities, with a special
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emphasis on the south and west sides of Tucson and rural areas of the county.
PCOA pays for reimbursement for mileage of volunteer drivers through funds
provided by the Regional Transportation Authority.
PCOA will also continue to support transportation services for older adults
through provision of direct service. PCOA currently contracts with Casa de
Esperanza for rides to congregate meal centers in Green Valley and the City of
Tucson Sun Van for centers in the City of Tucson. To enhance and support the
distribution of the COVID-19 vaccine, PCOA will continue to work with all
relevant partners, including Sun Van to provide rides to vaccination sites for
older adults in need.
Expanding Self-Directed Care
The direct care workforce shortage has pushed PCOA further into expanding
self-directed care options for older adults. In 2018 PCOA launched the Veterans
Independence Plus (VIP) program in partnership with the Veterans
Administration (VA) to provide self-directed care to a select number of Veterans
served in the VA system. In 2020, PCOA launched the Friends and Neighbors
respite care program. This program expands the options for respite care to
include self-directed care. Over the course of the next two years, PCOA plans to
continue to rollout both programs. In addition, PCOA is currently researching
and developing programming for a self-directed care model of home and
community-based services to be offered through the community services
system. All of these options expand the options for direct care work in Pima
County and allow more flexibility to clients in need.
Working with Health Care to Reduce Service Duplication and Maximize
Resources
PCOA works closely with partners at the Pima County Health Department,
Tucson Medical Center, Banner Health Centers, and the Arizona Long-Term
Care System to understand information and reduce service duplication for
older adults. Within the next year, PCOA will hire a Business Development
Manager to act as the primary liaison between PCOA and managed care plans,
provider networks, members of the health care community, and community
partners. This position will expand PCOA’s network within the health care
community and work to understand how the organization can leverage federal
and state Older Americans Act dollars with resources in the community to
improve care and health outcomes for older adults.
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Part VII: Waivers
PCOA will work collaboratively with the Department of Economic Security to
ensure compliance with all aspects of the Older Americans Act. In 2020, PCOA
obtained a direct service waiver to contract with PimaCare at Home, PCOA’s
subsidiary home care company, to help increase the supply of direct care
workers available to work with Older Americans Act clients. PCOA intends to
continue operating under the waivers approved in the 2018-2021 plan and the
2020 approved direct service waiver.
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Part VIII: Budget
Revenue (Sheet 1)
Administration

Title IIIB
Title IIIC-1
Title IIIC-2
Title IIID
Title IIIE
Title VII
State of Arizona
United Way
Pima County
SSBG
Other Federal NSIP
Fundraising/Contribution
ALTCS
Project Income
SHIP/SMP
In-Kind
City of Tucson
Other
Total Revenue By Program

Program
Advocacy Transportation
Development
$29,896

$43,601

$39,320

House
Keeping

Legal
Assistance

$122,589

$48,472

$467,175

Congregate
Meals

Home
Delivered
Meals

$1,032,487
$945,390

$63,795
$263,010

$2,588

$23,422

$5,201

$191,907
$22,440

$205,455

$143,626

$200,000

$35,302

$49,998
$6,426

$70,851
$2,200

$57,218

$3,500

$1,199,435

$32,484

$2,500
$69,523
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$44,521

$515,864

$108,396

$72,592
$11,000
$19,680
$79,491
$133,509
$226,560
$117,000
$65,000

$334,215

$7,304
$100,000

$1,496,971

$1,777,526

Revenue (Sheet 2)
Minor
Major
Case
Respite Long-Term Rights & Personal
Insurance
Health
Home
Home Management
Care
Benefits Budgeting Counseling/Senior Promotion
Repair Repair
Ombudsman
Assistance
Patrol
$44,717 $141,864 $334,338
$12,221

Title IIIB
Title IIIC-1
Title IIIC-2
Title IIID
Title IIIE
Title VII
State of Arizona
$3,514 $19,126
United Way
$5,500 $5,500
Pima County
SSBG
$20,888
Other Federal NSIP
Fundraising/Contribution $11,000 $10,000

$86,096
$189,976
$189,256

$92,091

$20,319
$208,951

$19,600

$939
$132,300

$442,597
$325,000

$99,000

ALTCS
Project Income
$1,000
$10,000
SHIP/SMP
In-Kind
City of Tucson
$50,000
Other
Total Revenue By Program $86,619 $176,490 $1,291,191 $457,667
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$5,514

$1,406
$1,000
$122,932
$7,725

$234,784

$132,300

$22,291

$11,606
$134,538

$87,096

Revenue (Sheet 3)
Caregiver
Administration

Title IIIB
Title IIIC-1
Title IIIC-2
Title IIID
Title IIIE
Title VII
State of Arizona
United Way
Pima County
SSBG
Other Federal NSIP
Fundraising/Contribution
ALTCS
Project Income
SHIP/SMP
In-Kind
City of Tucson
Other
Total Revenue By Program

$78,239

Caregiver Caregiver Grandparents Grandparents
Support
I&R
I&R
Support
Group Family
Group
Facilitation

$52,119

$219,623

$29,288

Attendant
Care

Intake

Community
Education &
Information

$257,139

$156,882

$485,031

$31,457

$14,608

$188,339

$14,608

$20,712

$1,154,431
$423,154
$20,000

$50,000
$78,239

$52,119

$219,623
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$29,288

$20,712

$2,389,755

Revenue (Sheet 4)

Title IIIB
Title IIIC-1
Title IIIC-2
Title IIID
Title E
Title VII
State of Arizona
United Way
Pima County
SSBG
Other Federal NSIP
Fundraising/Contribution
ALTCS
Project Income
SHIP/SMP
In-Kind
City of Tucson
Other
Total Revenue By Program

Shopper
$55,438

Visiting Nurse
$3,838

Adult Day Care

$8,945
$18,870

$577

$26,955

$2,411

$18,570

$119,833

$4,415

$11,356
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Total
$1,290,315
$1,499,662
$945,390
$86,096
$659,697
$70,317
$1,700,417
$46,640
$171,580
$2,075,854
$190,727
$1,355,506
$117,000
$100,500
$122,932
$349,244
$200,000
$14,106
$10,995,983

Expenditures (Sheet 1)

Personnel
ERE
Professional/Outside
Services
Travel & Transportation
Space
Equipment
Materials & Supplies
Operating Services
Interest
Depreciation
Direct Exp of Fundraising
Purchased Services
Total Expenditure

Administration

Program
Development

$875,548
$218,887

$25,987
$6,497

$2,000
$40,000
$20,000
$16,000
$27,000

$1,199,435

Advocacy Transportation

House
Keeping

$38,019
$9,504

$69,523
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Home
Delivered
Meals

$66,846
$16,711
$2,340

$22,000

$32,484

Legal
Congregate
Assistance
Meals

$44,521
$44,521

$515,864
$515,864

$1,500
$10,000

$2,500
$1,825

$37,000

$800
$10,199

$800
$10,000

$10,000

$108,396

$1,481,846
$1,496,971

$1,730,526
$1,777,526

Expenditures (Sheet 2)
Minor
Home
Repair
Personnel
ERE
Professional/Outside
Services
Travel &
Transportation
Space
Equipment
Materials & Supplies
Operating Services
Interest
Depreciation
Direct Exp of
Fundraising
Purchased Services
Total Expenditure

Major
Home
Repair

Case
Respite
Management
$1,017,753
$254,438

Long-Term
Care
Ombudsman
$175,416
$43,854
$2,500

Rights &
Benefits
$56,418
$14,105

Personal
Insurance
Health
Budgeting Counseling/Senior Promotion
Assistance
Patrol
$18,000
$103,632
$27,344
$4,291
$6,836
$6,836
$450
$450

$6,814

$750

$750

$3,500

$1,700
$800
$350
$1,200

$1,700
$800
$1,620
$1,100

$134,538

$46,496
$87,096

$5,000
$14,000

$86,619 $176,490
$457,667
$86,619 $176,490 $1,291,191 $457,667

$2,000
$700

$234,784
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$61,777
$132,300

$22,291

Expenditure (Sheet 3)
Caregiver
Administration

Personnel
ERE
Professional/Outside Services
Travel & Transportation
Space
Equipment
Materials & Supplies
Operating Services
Interest
Depreciation
Direct Exp of Fundraising
Purchased Services
Total Expenditure

$59,917
$14,979

$3,000

$343

$78,239

Caregiver
Caregiver
Support Group
I&R
Family
Facilitation
$39,621
$133,047
$9,905
$21,150
$615
$6,426
$328
$6,500
$1,500
$19,000
$6,500
$9,500
$150
$7,500

$52,119

$219,623
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Grandparents Grandparents
I&R
Support Group

Attendant Care

Intake

$131,960
$32,990
$3,489
$10,000
$2,500
$3,000
$4,400

$29,288
$29,288

$20,712
$20,712

$2,389,755
$2,389,755

$188,339

Expenditure (Sheet 4)

Personnel
ERE
Professional/Outside Services
Travel & Transportation
Space
Equipment
Materials & Supplies
Operating Services
Interest
Depreciation
Direct Exp of Fundraising
Purchased Services
Total Expenditure

Community
Education &
Information
$6,192
$1,548
$77

Shopper

Visiting Nurse

Adult Day Care

Total

$11,356
$11,356

$2,775,700
$691,400
$16,298
$57,742
$92,929
$35,700
$34,070
$108,592
$0
$0
$0
$7,183,552
$10,995,983

$304
$100

$6,387
$14,608

$119,833
$119,833

$4,415
$4,415
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Part IX: Area Agency Services To Be Funded By Geographical Area
Service Purchased in Pima County (Sheet 1)

Personnel
ERE
Professional/Outside
Services
Travel &
Transportation
Space
Equipment
Materials & Supplies
Operating Services
Interest
Depreciation
Direct Exp of
Fundraising
Purchased Services
Service Purchased in
Pima County

Administration

Program
Development

Advocacy

$875,548
$218,887

$25,987
$6,497

$38,019
$9,504

Transportation

House
Keeping

Legal
Assistance

Congregate
Meals

Home
Delivered
Meals

$37,000

$66,846
$16,711
$2,340

$2,000

$1,500

$2,500

$40,000
$20,000
$16,000
$27,000

$10,000

$1,825

$800
$10,199

$800
$10,000

$10,000

$108,396

$1,481,846
$1,496,971

$1,730,526
$1,777,526

$1,199,435

$22,000

$32,484

$69,523
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$44,521
$44,521

$515,864
$515,864

Service Purchased in Pima County (Sheet 2)

Minor
Home
Repair
Personnel
ERE
Professional/Outsi
de Services
Travel &
Transportation
Space
Equipment
Materials &
Supplies
Operating Services
Interest
Depreciation
Direct Exp of
Fundraising
Purchased Services
Service Purchased
in Pima County

Major
Home
Repair

Case
Management

Respite

$1,017,753
$254,438

Long-Term
Care
Ombudsman

Rights &
Benefits

Personal
Budgeting
Assistance

Insurance
Counseling
/Senior
Patrol
$103,632
$6,836
$450

Health
Promotion

$175,416
$43,854
$2,500

$56,418
$14,105

$18,000
$4,291

$6,814

$750

$750

$3,500
$2,000

$1,700
$800
$350

$1,700
$800
$1,620

$700

$1,200

$1,100

$5,000

$14,000

$86,619

$176,490

$86,619

$176,490

$457,667
$1,291,191

$457,667
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$61,777
$234,784

$132,30
0

$27,344
$6,836
$450

$46,496
$22,291

$134,538

$87,096

Service Purchased in Pima County (Sheet 3)

Caregiver
Administration

Personnel
ERE
Professional/Outside
Services
Travel & Transportation
Space
Equipment
Materials & Supplies
Operating Services
Interest
Depreciation
Direct Exp of Fundraising
Purchased Services
Service Purchased in Pima
County

Caregiver
Support
Group Family
Facilitation
$39,621
$9,905
$615

Caregiver
I&R

$133,047
$21,150
$6,426

$131,960
$32,990
$3,489

$3,000

$328
$1,500

$343

$150

$6,500
$19,000
$6,500
$9,500
$7,500

$10,000
$2,500
$3,000
$4,400

$78,239

$52,119

$219,623

$59,917
$14,979
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Grandparents
I&R

$29,288
$29,288

Grandparents
Support
Group

$20,712
$20,712

Attendant Care

$2,389,755
$2,389,755

Intake

$188,339

Service Purchased in Pima County (Sheet 4)

Personnel
ERE
Professional/Outside Services
Travel & Transportation
Space
Equipment
Materials & Supplies
Operating Services
Interest
Depreciation
Direct Exp of Fundraising
Purchased Services
Service Purchased in Pima
County

Community
Education &
Information
$6,192
$1,548
$77

Shopper

Visiting Nurse

Adult Day
Care

$304
$100

$6,387
$14,608

$119,833
$119,833

$4,415
$4,415

50
2021-2023 Area Plan on Aging – Pima County, Arizona - Region II

$11,356
$11,356

Total

$2,775,700
$691,400
$16,298
$57,742
$92,929
$35,700
$34,070
$108,592
$0
$0
$0
$7,183,552
$10,995,983

Part X: Appendix
Appendix I: Assurance for Area Plan
Appendix II: Organizational Chart
Appendix III: PCOA Board of Directors
Appendix IV: PCOA Advisory Council
Appendix V: Major Comments from 2016 Community Needs Assessment
Appendix VI: US Census Demographic Data Updated

51
2021-2023 Area Plan on Aging – Pima County, Arizona - Region II

Appendix I: Assurance for Area Plan
By signing this document, the authorized official commits the Area Agency on Aging to perform all
listed assurances and required activities.
(2) 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, health services, including mental health
services), outreach, information and assistance (which may include information and assistance to
consumers on availability of services under part B and how to receive benefits under and participate in
publicly supported programs for which the consumer may be eligible), 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.
(4)(A)(i)(I) provide assurances that the area agency on aging 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 specific objectives for providing services to low-income minority older individuals, older
individuals with limited English proficiency, and older individuals residing in rural areas; and
(II) include proposed methods to achieve the objectives described in items (aa) and (bb) of subclause (I);
(ii) 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 (I) specifically how the provider intends to satisfy the service need of low-income minority individuals,
older individuals with limited English proficiency, and older individuals residing in rural areas served by
the provider;
(II) to the maximum extend feasible, provide services to low-income minority individuals, older
individuals with limited English proficiency, and older individuals residing in rural areas in accordance
with their need for such services; and
(III) meet specific objectives established by the area agency on aging, for providing services to lowincome minority individuals, older individuals with limited English proficiency, and older individuals
residing in rural areas within the planning and service area; and
(4)(A)(iii) With respect to the fiscal year preceding the fiscal year for which such plan is prepared, each
area agency on aging shall (I) identify the number of low-income minority older individuals and older individuals residing in rural
areas in the planning and service area;
(II) describe the methods used to satisfy the service needs of such minority older individuals; and
(III) provide information on the extend to which the area agency on aging met the objectives described
in clause (a)(4)(A)(i).
(4)(B)(i) 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 -(I) older individuals residing in rural areas;
(II) older individuals with greatest economic need (with particular attention to low-income minority
individuals and older individuals residing in rural areas);
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(III) older individuals with greatest social need (with particular attention to low-income minority
individuals and older individuals residing in rural areas);
(IV) older individuals with severe disabilities;
(V) older individuals with limited English proficiency;
(VI) older individuals with Alzheimer’s disease and related disorders with neurological and organic brain
dysfunction (and the caretakers of such individuals); and
(VII) older individuals at risk of institutional placement; and
(4)(C) Each area agency on agency 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.
(5) 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, and individuals at risk for
institutional placement, with agencies that develop or provide services for individuals with disabilities.
(6) Each area agency on aging will:
(6)(F) in coordination with the State agency and with the State agency responsible for mental health
services, increase public awareness of mental health disorders, remove barriers to diagnosis and
treatment, and coordinate mental health services (including mental health screenings) provided with
funds expended by the area agency on aging with mental health services provided by community health
centers and by other public agencies and nonprofit organizations;
(9) Each area agency on aging shall provide assurances that the area agency on aging, in carrying out the
State Long-Term Care 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 fiscal year 2000 in carrying
out such a program under this title.
(11) Each area agency on aging shall provide information and assurances concerning services to older
individuals who are Native Americans (referred 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 that 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.
(13)(A) Each area agency on aging shall provide assurances that the area agency on aging will disclose to
the Assistant Secretary and the state agency -(i) the identity of each nongovernmental entity with which such agency has a contact or commercial
relationship relating to providing any service to older individuals; and
(ii) the nature of such contract or such relationship.
(13)(C) Each area agency on aging shall provide assurances that the area agency will demonstrate that a
loss or diminution in the quantity of 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.
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(13)(D) Each area agency on aging shall provide assurances that the area agency will demonstrate that
the quantity of quality of the services to be provided under this title by such agency will be enhanced as
a result of such non-governmental contracts or commercial relationships.
(13)(E) Each area agency on aging shall provide assurances that the area agency on will on the request of
the Assistant Secretary or the State, for the purposes of monitoring compliance with this Act (including
conducting an audit), disclose all sources and expenditures of funds such agency receives or expends to
provide services to older individuals.
(14) 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.
(15) provide assurances that funds received under this title will be used(A) to Provide benefits and services to older individuals, giving priority to older individuals identified in
paragraph (4)(A)(i); and
(B) compliance with the assurances specified in paragraph (13) and the limitations specified in section
212.

____________________
Signature of Authorized Official: W. Mark Clark, President & CEO 4/20/2021
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Appendix II: Organizational Chart
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Appendix III: PCOA Board of Directors

Name
Adaline Klemmedson *
Maxine Goldstein *
Elizabeth Davidson *
Agnes C. Poore, RN *
Robert Bell *
Steve Borden
Ava Butler
Amy Levin
Fred Eisele *
Ron Meck
Christina Noz
Robert V. Ramirez
Denise Richerson
Estella R. Searcy
Beth Smith
Amanda E. Sokan, Ph.D.
R. Wayne Wood, MD
David Yarger
* Executive Committee Member

Officer Position
Chair
Vice Chair
Secretary
Treasurer
Immediate Past Chair
Member
Member
Member
Member/Advisory Council
Representative
Member
Member
Member
Member
Member
Member
Member
Member
Member

Active on Board Since
2014
2013
2019
2015
2013
2015
2020
2015
2020
2017
2020
2020
2019
2020
2017
2018
2018
2019
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Appendix IV: Advisory Council

Name
Fred Eisele
Wendy Ascher
George Mairs
Karla Bennington
Karen Wulff
Michael Cameron
Mae Smith
Barbara Clarihew
Carla Castaneda
Chris Amoroso
Ruth Sauer

Officer Position
Chair
Vice Chair
Member/Board Representative
Member
Member
Member
Member
Member
Member
Member
Member
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Appendix V: Major Comments from 2016 Community Needs Assessment

Category

Part III Needs Assessment Comments From 2016-2017 Needs Assessment

Comments/Issues
Economic
Concerns

Community
Infrastructure

People don’t have the money in place to pay for funerals
Many are concerned about paying for rising costs. Looking for financial counseling resources, financial
assistance and advocacy. Those on limited income need help paying for rent, property taxes, utilities, home
repairs, home modifications, bills, and food, Looking for more senior discount stores. Paying for rent, mortgage
or property taxes ranked #7 by survey respondents and paying for utilities ranked #16
It can be hard to qualify for widow’s tax exemption. What reductions are available for utility, taxes, etc.? What
benefits are people eligible for? How do we pay for things? Social Security increases 3/10s, but other expenses
keep increasing.
Financial vulnerability of older adults is growing. There are more older adults living in poverty. Economic
recovery hasn’t impacted seniors.
Chronic Conditions affect the need to retire but people do not have funds to do so.
People need more information on the economics of when to retire.
People unable to take care of pets. Not going to hospital because of pet needs. Seeing more hoarding of pets.
Discounts from veterinarians/could be more connection to local pets needing homes and the ability to help out
seniors with transportation to vet, walking dogs. More info for pet owners who are challenged with finances
feeding, caring, and where to take a small pet when it passes. Pima Animal Care helped me 4 years ago when
my cat passed...for free as I had no money then.
Help with technology; computer instruction, DVD player, cell phones, Facebook, TV controls, etc. Home help at a
reduced rate. Affordable internet, phone, and cable services.
More support for grandparents raising grandchildren, especially financial support.
No one discusses income, but some people are not able to maintain their homes on their own. The house may
look fine on the outside, but not on the inside.
Need to Increase awareness in community and businesses to make it a priority to be accessible and
accommodating to elders and the disabled.
Need to increase support to those with hearing loss by increasing use of looping, or CART at all meeting rooms
used by PCOA, as well as other organizations and government. Need for Captioning for understanding of
meeting presentations. More sign language interpreters are needed.
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1- Survey
2- Focus Groups
3- Comment Meetings
Source
Action
Taken
2
1, 2, 3
O1-1
O1-2
O1-3
S3-3
1, 3
O3-3

2

S2-1

2
2
1, 2, 3

O1-6

1

O1-10

1
3

O1-9
O1-1

1

O2-1
S2-2

1, 2, 3

Family
Caregivers

Health/
Medicare/
Coverage/
Long-Term Care

More security for senior dwellings and over 55 apartments. I would like this community to more aggressively
tackle pedestrian and bicycle safety, which include law enforcement monitoring of vehicle seeds, etc. More
visible street signs and lane lines. Wider parking spaces. More illumination of dark places all over our
community. I want to not be afraid to be out walking. I am afraid of being mugged or assaulted because elders
are not respected and we are not strong enough to defend ourselves. Home security checks for all seniors.
Personal safety ranked a #12 concern by survey respondents.
I am a family caregiver and go to a support group. It’s good.
Need support groups for caregivers caring for individuals with Alzheimer’s Disease
We need financial resources for family members and/or friends who are caring for a loved one, so they can
remain in their own home and have assistance from someone they know and trust.
There is a need for more respite care and respite care at a reasonable rate. Respite care is needed for more than
one hour. Would like to see respite care in the evenings and weekends, and for extended time – a week or
more. Respite care for fulltime or working caregivers would be a welcome relief for those of us who care for
disabled.
More assistance for family caregivers. Adult children and spouses report leaving their jobs to take care of older
and/or disabled loved ones. Needed respite care, assistance with ADLs, support groups.

1

S2-1

1
3
3
1

O3-9
O3-9
S1-3

Concerns as a caregiver are lifting, changing the bed, preventing bed sores, etc. Who can I call to check in with
for care? When is it time to call a case manager?
Respite care needed, but can be hard for spouses to relinquish control. Burnout in 2 years – spouse becomes
isolated. Potential for abuse without support or respite care. Takes convincing to accept services.
Fall prevention/fear of falling (#1 concern for survey respondents). Balance improvement is important.
Seeing some of our clients gain independence with A Matter of Balance classes.
Help needed for managing insurance problems. Have to make lots of calls about insurance and it can be
overwhelming – we need assistance making phone calls and advocating for individuals.

3

PCOA should advocate on: rising costs of healthcare, new Green Valley hospital in financial straits – it is needed
but how can we keep it?
I’m concerned about charges from Emergency Room Visits that are outside of my network.

3

The older population is increasing and people are living longer. The oldest-old are needing more services. There
is a wave of people who are going to need services.
At Quail Creek we are not concerned about a lot right now, we get out and about and exercise, but we will have
needs.

2, 3
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1, 3

S1-3
O3-11

1, 2, 3

O3-9
O3-10
O3-11
S1-3
O1-8

2
1
2
1, 3

3

3

S1-3
O3-9
O1-4
O1-4
O1-7
O3-6
O3-7
S2-1
O1-7
O3-6
O3-7
S2-1
O2-1

We see same concerns as in the past four years, just more of them and more intense. Seeing more diversity in
clients. Also seeing more young-old and older-old. Have more demanding clientele with feelings of entitlement
(especially in educated).
Medicare doesn’t cover dental, vision, and hearing. Medicare does not pay assistive devices: eyeglasses, hearing
aids, or dentures. Resources are needed for providers and clinics with pro-bono and sliding scale fees.
Affordable assistive devices like hearing aids and glasses ranked as #18 by survey respondents.
DES is in Ajo 1x/week, there is no confidentiality in the office. Social Security in Sells not in Ajo. No VA clinic
here. VA doesn’t come out to Ajo.
Seems to be a shortage of therapists and vendors for behavioral health services through ALTCS.
We are seeing more clients with mental health/behavioral health, drug/alcohol issues. More substance abuse
and different drugs than seen before. Need more and affordable services for emotional and mental health
symptoms.
Need to reduce stigma around accessing behavioral health services.
Many don’t have the money for insurance co-payments, not getting adequate care.

2

Affordable dental care. Dental programs for low-income older adults.
Many expressed concerns and questions about insurance coverage. Understanding changes in Medicare ranked
#5 by survey responders.
More Medicare information sessions, have them in Spanish. More workshops during open enrollment.

1, 2, 3
1, 2, 3

Many concerns about quantity of PCPs and specialists in Pima County. Hard to find a PCP. Hard to get in to see
specialist. Long waits and refusals from doctors, especially when new to community. Need doctor offices in
Marana. Need list of specialists.
Prescription costs are a concern. Insurance does not cover some medications and if not a generic – it costs a lot.
Lower prescription costs needed. Noted to be a big concern for grandparents raising grandchildren.
Could PCOA do one time medicine reconciliation and disposal?
Better, more and affordable mental health services, facilities, and psychiatrists. Behavioral/Mental health
counseling ranked #4 concern by survey respondents. One has to be in crisis to be seen in a reasonable time
frame.
We are seeing more clients with memory loss and cases of Alzheimer’s Disease progression. Memory loss
ranked as #3 concern by survey respondents. Better services for Alzheimer’s patients are needed and with more
programs and activities at less cost addressing socialization for individuals with dementia/Alzheimer’s. Need for
moderate cost live-in facility for older individuals with dementia and spouse with limited one-site common help.
Better ID service for Alzheimer’s Services.
Need better medical care – more doctors – better medical facilities. The wait for appointments with specialists
and medical tests is always too long.

3
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1, 2, 3

3
2
1, 2

O2-4
O2-4

2
2

O2-4
O1-7
O3-7

1, 2

O3-6
O3-6
S3-1
S2-2

2, 3

O1-7

2
1

O2-4

1, 3

1, 2

Housing, Home
Repair, Home
Maintenance,
Adaptation

Need knowledge and understanding of the healthcare and community choices as I age.

1

Better, less expensive physical exercise facilities. Better access to activity. More fitness/exercise groups
throughout city: free and/or more affordable. More Tia Chi, yoga, laughter toga, balance classes, fall prevention,
Zumba. Improvements to the Loop Bike Path, to facilitate fitness as we age, ex. More rest areas along the bike
path with water, shade, and toilets. What exercises, public indoor and outdoor pools. Heated pool (86-92
degrees) for arthritics. Pickle ball court, inside walking track. Nutrition/cooking classes. Enrichment programs.
Medication education to avoid deaths from mixed up med information.
Accidental injury (other than a fall) identified as #8 concern by survey respondents.
Depression/anxiety identified as #15 concern by survey respondents.
For seniors having increasing difficulty meeting their basic needs, some seek roommates to reduce cost of rent.
Others are forgoing independence and moving in with adult children.
Help is needed for getting seniors to begin planning for changes in their living situation or use of help much,
much earlier – before the need arises in a moment of health crisis. Older adults want information on
transitioning from one level of care and/or housing to another. They want to know what is available, the cost
and economics of level of care and are looking for affordable alternatives. Need information on what is and is
not covered by insurance. There is also interest in alternative housing arrangements and more choices in senior
housing.
Affordable assisted living facilities in our community. Easier access to senior living communities, the wait is long.
There are homeless people in Cataline living under the wash. There is some crime.
Gentrification increasing and displacing older adults. Rents in communities are going up.
Homelessness is increasing among seniors. Seniors do not qualify for PCOA services when homeless. What can
be done for them? (Also noted as a growing concern for women and for LGBT seniors).

1

O1-8
O2-1
O1-4

1
1
1
2

O2-4
S3-3

I can’t afford assisted living or nursing home – how do you pay for it? Hard on fixed income.
Housing is getting older along with person. Some will not discuss income. Home may look fine on the outside
but not on the inside or may have no belongings inside. People need help with home repairs: plumbing,
weatherizing, sealing coolers.
My aunt’s house needed work and help with payments, PCOA helped a lot and made phone calls for her.
People want to know how to go about downsizing and selling. They need help with organizing, packing, and
moving.
Will come a point where I can’t live rurally anymore (noted multiple times).

3
2, 3

Help with yard cleaning (multiple). Ranked as #20 concern by survey respondents.
Concerns over need for affordable or free home repair, home modifications, wheelchair accessibility (multiple).
Maintaining and repairing the home ranked #6 by survey respondents.

1, 3
3
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In-Home
Assistance

Need a list of safe, dependable home repair companies. List of those who know how to work on manufactured
homes.
PCOA helped a lot, make my bath into a shower. I’m very grateful.
I’m a recipient, PCOA does things well but limited dollars for home repair.
Armory Park needs affordable & safe housing and affordable transportation.
Hoarding is a problem.
Waste management comes into my yard and takes my garbage cans to the street – great services. Need to keep
this going.
Community Home Repair of Tucson receives referrals from PCOA. Sees numerous problems in mobility and
accessibility in and out of home.
Many comments on need for affordable housing and affordable rent.

1, 3

LGBT assistive-living, independent living, and nursing facilities that are trained and OK with LGBT residents.
Well-trained homecare personnel who are LGBT or LGBT-trained and friendly.
Help needed for handicap access for homes, wheelchair accessibility, home modification, maintenance and
repair.
I’m concerned about the vetting of caregivers. Caregivers should be vetted for compassion.
Seeing increased applications from individuals for ALTCS who are not at the high level of care (immediate risk of
nursing home level of care) required to qualify for ALTCS. Many of these people are in great need of supports to
ensure safety. People need help filling out ALTCS forms. Could there be an ALTCS person located at PCOA to
help? People who don’t meet medical need for ALTCS end up on PCOA’s wait list.
PCOA does good and necessary work, in general services are appropriate. Elders would benefit by increasing the
quantity of services available. PCOA and community elders would benefit from increased funding to serve
greater numbers of elders in need.
Multiple comments that more in home assistance is needed. Ability to live independently at home #2 concern
for survey respondents.

1

We need more caregivers and caregiving hours for the elderly people who need it.

1

Clients are of a larger age range then ever seen before – starting at 55-60 and some into 100+ years. They have
different concerns. Whole population is not necessarily aging healthier. People discharged quickly from hospital
and are being discharged at a level of care that families are not comfortable with and not prepared to provide
(too much acute care). Lack of advocates for patients in hospitals and less patient driven. Current services allow
for older adults to stay in their home longer or return home. But there are not enough services for the number

2
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1

needing it. Case managers need to authorize more time for patients returning home from hospital. More
support for family caregivers.
Many home care agencies concerned with workforce challenges (not enough direct care workers)
There is a shift in public funding aware from safety services. Desire to und long term safety net is decreasing.
The types of Community Service System services are good – some people are not getting enough help. Need
more time to go grocery shopping. Consider one-time additional hours. Need to examine the every other week
of housekeeping because needs such as garbage pole up. Fifth week service is a problem.
Keeping people in their homes longer continues to be a challenge.
For vast majority the services keep people home longer than ever could have on their own.
Case managers should promote services, might need to try a few times. Important to have communication
improved between case manager and provider.
Ensuring quality services are provided by the community agencies is necessary. Many individuals receiving
services from community agencies state a caregiver is not reliable or provides poor quality services.
PCOA case managers are making a difference.
Individuals that live in rural areas have limited access to home services due to lack of available caregivers willing
to travel to provide services.

Legal

2
2
2

S3-2
S3-2
Goal 1

2
2
2

Goal 1
Goal 1

2

S3-2

2
2

Additional funding for community services is needed. We are seeing less funding available, cuts to service hours
and increased APS referrals.

2

In-home care providers seeing increase in members in poverty and without family support. PCOA is helping,
would be helpful to have increased hours. People are in need of more services than they are receiving.
Laws needed to protect ALTCS pending patients against a SNF transferring a patient to acute then refusing to
take them back, putting a senior & family in limbo.
More adult children are living with their parents. Some clientele are being taken advantaged or being drained
financially. Some may be afraid to report abused.
I would like to see a new program that will help us senior citizens when our children treat us with verbal abuse
or upset us with bad words or comments.
I would like to see programs and agencies that protect seniors from financial exploitation. Would like
information on digital safety and identity protection. Exploitation ranked as #19 concern by survey respondents.

2

There are no attorneys in Ajo.
Affordable legal assistance ranked as #11 concern by survey respondents.
More education and assistance needed to help individuals complete their advance directives. Healthcare
directives ranked as #3 concern by survey respondents.

3
1
1, 2, 3
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Nutrition

Other

Grandparents raising grandchildren are 25% of Food Bank clients. Cost of food is a big concern. Financial support
is needed.
Many at El Rio eat at congregate lunch. Happy with program. Some would like more variety.
Casa Community Center Meals need a little improvement – want ordinary meals, not Mexican food – others
commented meals were fine & all agreed that people have different tastes. Veggies need to be cooked longer.
Del Coronado no longer has food service and transportation.
We appreciate lunch program at Ellie Towne and transportation/Sun Van services that bring us here.
Would like age requirements for meals and activities lowered. Would like breakfast program. Would like help
with holiday dinners – difficult on food stamps. Free lunch for low income 60+ people. Free transportation for
60 & over to grocery stores.
Many individuals are unable to get to the grocery store or have ability to cook a healthy meal. These individuals
are referred to a meal delivery agency but the individuals often decline stating the meals are not specific to their
health needs (diabetes, cardiac, etc.), they cannot afford the service and the food doesn’t taste good. Some
area(s) without meal delivery.
Need more access to food programs for people who cannot prepare their own food. Need to know how to get
food boxes and where the food banks are. Concerns about the level of food stamps.
More baby boomers entering the system and they are more active. At TMC Senior Center, many don’t seem to
be as interested in lunch programs as it exists now.
Are spiritual needs of older adults being addressed?
Should have a program for young people to still do vocational training and learn skills to help out. Should
interest students in doing credit worthy help with services for seniors in the community.
Advocacy needed for more services for elderly and needy, 55+. More funds needed for home delivered meals
and for PCOA. Advocacy needed for legal issues, transportation, caregivers, higher re-imbursement rates for inhome support property tax.
Regular educational programs about special issues related to aging issues.
We are interested in classes here at Impact. Need to be sure to advertise what PCOA is doing in the Center.
Baby boomers are activists – have expectations and pressure for change.
Senior Companions helping veterans – need shirts and food. Do they know enough about PCOA?
Older people are overwhelmed with all the decisions they have to make.
Range of needs extends across Maslow’s Hierarchy of Needs. People retire without plans for personal growth
and development. Some of the population is lost and don’t have a plan.
Would like to see more visibility and welcoming services for LGBTQI Community. Support groups for older
adults: grief, challenges of aging, chronic illness or pain, depression, anxiety, isolation. Increased and insured
transportation services for low or no cost. Visiting libraries to independent living, assisted living, nursing homes,
aging in place homes. Visible and educated services and homes for aging people with mental illness.
We are seeing more older adults with no friends or family members to provide guidance in times of trouble,
many cases these are short-term issues when a problem arises, (broken hip, etc.). During a stressful situation
64

2021-2023 Area Plan on Aging – Pima County, Arizona - Region II

1, 2
3
3
3
3
1, 3

O1-9
S2-1
O1-2
O1-2

O1-2
S2-1

1, 2, 3

1, 3

S2-1

2

O1-2

2
3
3

S2-1

1
3
2
3
2
3

Goal 2
O2-1

1

S3-1

2

Outreach/
Marketing

they are often unable to take a list of providers and arrange care for themselves – yet not an APS issue. We can’t
help them and we don’t know where to send them.
I tell everyone I know about PCOA. I’m very appreciative of your help.
There is an increase of clients having more services in South Tucson area. Communications of services is better.
Guillermo from PCOA is taking with people. I am grateful for help with letters and assistance from Guillermo.
Need to have more Spanish speakers and staff who can work in diverse communities. Have Never Too Late
available in Spanish and more services available in Spanish. More resources are needed on the west and south
sides of Tucson.
In Ajo no one calls helpline or uses caregiver supports. Making long distance calls and contact with PCOA is
challenging for people. Need to see a face to make it easy and understandable. Would like to have a local
advocate become a PCOA Ambassador in Ajo. Concerned about aging in place.
PCOA should be located centrally – far easy makes it less accessible to Latino neighborhood, an office in central
or downtown Tucson would be more accessible to the true diversity of elders that need their services. Would
like to see more PCOA offices/satellites including Oro Valley, Kroeger Barrio Neighborhood, Westside, and
Northwest area.
PCOA needs to do more marketing to increase awareness of PCOA and resources. Increase outreach to
information people of the availability of services. People don’t know where to go if they need assistance. Need
to get the word out on Respite Care. Getting information about senior services ranked as #9 concern by survey
respondents.
Better dissemination of PCOA information is needed. Numerous suggestions for getting the word out about
PCOA including: doctors; offices and other healthcare professionals, neighborhood associations, faith
communities, AARP website, Public Service Announcements, advertisements in local newsletters and
commercials.
Print materials is not enough, challenging to get people to understand what resources are available, but not
everyone has a smart phone or computer. More information classes at libraries or other neighborhood venues.
Get the word out with terminology – The PCOA website is good and has lots of resources. Need to reach isolated
older adults who are not tech savvy. Some language barriers exist. Never Too Late is not in Spanish. “I had no
idea about PCOA. This is terrific. People should know about it.”
Gerontologists and physicians don’t know about PCOA or have details. Need to get the word out about PCOA to
the medical community and have more interfacing. PCOA should get info to medical publications that goes to
doctors.
In Marana, focused presentations would be welcomed Medicare, transportation, etc. Just having someone
come from PCOA doesn’t seem to draw people.
Have to show what is here to get people to come to Casa Community Center.
Need communication – how to get PCOA message to Quail Creek community.
More face-to-face contact; less tech and less grouping of handicap people into segments and acceptance. More
understanding, compassion, and consideration.
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Social Isolation

Transportation

I’d like to see PCOA do something in Ajo besides sending a newsletter telling what is happening in Tucson. The
old people in Ajo need help to age in place.
Many of our newest attendees at TMC Senior Services are 65-75 years old. They are more interested in learning
how to stay healthy than how to deal with chronic conditions. Many more older adults are contacting us looking
for socialization and ways to make friends.
People come here still active, but age, lose spouse, lot of isolation – and they don’t want to ask for help. It’s a
challenge to reach them.
More older LGBT adults are coming to Tucson to retire and age. More are coming out and going to pot luck
dinners and meetings and request transportation. Many LGBT are without children and physically or emotionally
apart from family and the need for connections and community has increased. Some older LGBT adults are
going to independent living and assisted living and are concerned about the treatment in institutional settings.
Cuts to senior services result in decreased socialization and increased isolation.
Fabric of society is changing, people are not neighborly. Neighbors don’t know neighbors and check in with each
other.
Isolation to be a senior alone – there is a volunteer telecare program with Sheriff’s Department (Casa
Community Center. Reassuring daily phone calls.
Loss of spouse/loved one ranked as #10 concern by survey respondents.
There needs to be a community center for all LGBTQ people.
Older adults have lack of advocates and support. We need to address needs of older adults with no family and
those that don’t have family or support and find them resources for them. Social support seems additional
crucial for emerging ‘solo seniors.’ Homeless need support too. Loneliness and isolation ranked as #17 concern
by survey respondents.
Older adults are looking for more volunteer opportunities.

1, 3

Home service clients are in need of more socializing, friendly visits and telephone reassurance.
Neighbors don’t know how to get transportation.

1, 2
3

More older adults living in outlying areas. Transportation a problem in rural areas (multiple). Lack of
transportation contributes to isolation.

1, 2

Adult children are working longer into their 60s and 70s and are not able to drive their parents to the doctor.

1, 2

Transportation is a major concern. Affordable transportation for low income adults is limited. Public
transportation is not convenient or accessible. Bus stops are spread out, long wait times, problem especially
with summer heat. Taxis are not a usual way for transportation for older adults.

1, 2

66
2021-2023 Area Plan on Aging – Pima County, Arizona - Region II

2

O1-4

1, 3
2

O1-10
S2-2

2
1, 2

S2-1
O1-5
O3-12

1, 3
1
1
1, 2

1, 3

S2-2

O1-5
O3-12
O1-5
O3-12
O1-1
O1-11
O1-12
O1-5
O3-12

Rides are needed for medical appointments. Companion/escort service for medical appointment.
Transportation for medical procedures when person not allowed to drive self home or take taxi. Long distance
transportation for dialysis 3x/week.
Need better transportation for older adults with handicaps.
Older drivers should be tested for ability to drive safely. Can PCOA do driver testing to check for safety?
Multiple complaints at El Rio about van service: drivers, vehicle accessibility, ability to get walkers on van, and
handling of money accounts.
I’m grateful for the van that takes me to my congregate meal.

1, 3

Ajo Transportation is out local transportation, but not too convenient for medical. Would like bus at Armory
Park Center (Armory Park). Transportation still a problem in Marana. Transportation is an issue in El Pueblo.
Would like some form of public transportation along Old Spanish Trail. Shuttle for areas outside SunTran service.
Transportation to River Road (many activities held there). SunTran doesn’t go all the way to Impact.
Affordable aid, driving to medical/shopping for Pima County outside of city.
Ellie Towne is urban and has a bus stop that is well used.
Lack of affordable transportation makes us “shut ins” and causes social isolation.
Changing demographics have led to more clients needing ADA paratransit services and volunteer driver
programs, both services funded by RTA.

1, 3
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Appendix VI: US Census Demographic Data Updated

2015
Total Population
60+ Population
60-74 Years of Age
75-84 Years of Age
85+ Years of Age

1,010,025
250,712
169,683
55,550
25,250

Total Population
60+ Population
60-74 Years of Age
75-84 Years of Age
85+ Years of Age

870,429
196,233
133,220
43,536
18,285

Total Population
60+ Population
60-74 Years of Age
75-84 Years of Age
85+ Years of Age

41,965
15,493
10,239
3,944
1,300

Total Population
60+ Population
60-74 Years of Age
75-84 Years of Age
85+ Years of Age

38,280
8,929
2,698
993
572

Total Population
60+ Population
60-74 Years of Age
75-84 Years of Age
85+ Years of Age

25,430
5,465
3,813
1,347
305

Total Population
60+ Population
60-74 Years of Age
75-84 Years of Age
85+ Years of Age

22,419
19,158
10,536
6,299
2,331

2019
Pima County
1,047,279
278,088
177,605
62,024
23,052
City of Tucson
893,304
220,246
150,465
49,912
19,869
Town of Oro Valley
44,630
18,565
11,499
5,299
1,767
Town of Marana
45,279
11,709
2,993
1,299
504
Town of Sahuarita
29,905
8,134
5,134
2,395
605
Green Valley
20,902
18,702
9,914
6,918
1,870
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Growth Rate
3.69%
10.92%
4.67%
11.65%
-8.70%
2.62%
12.24%
12.94%
14.65%
8.66%
6.35%
19.83%
12.31%
37.79%
35.92%
18.28%
31.13%
10.93%
30.82%
11.89%
17.60%
48.83%
34.64%
77.80%
98.36%
-6.77%
-2.38%
-5.90%
9.83%
-19.78%

