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EXECUTIVE SUMMARY

Overview

The Senior Companion Program (SCP) provides grants to qualified agencies and
organizations for the dual purposes of engaging persons 60 and older, particularly those
with limited incomes, in volunteer service to meet critical community needs and
providing a high quality experience that will enrich the lives of the volunteers.' The
Senior Companions serve an average of 20 hours a week, and they generally visit
between two and three clients apiece. The volunteers receive a small tax-free stipend for
their service, along with insurance and certain other benefits. The clients they serve are
primarily homebound elderly people in frail health, most of whom live alone. The Senior
Companions also visit clients with mental and developmental disabilities. In some cases
the Senior Companions assist clients in a group setting, such as a nutrition site or an adult
day care center. For the most part, however, they visit clients in their homes.

Senior Companions help their clients with the tasks of daily living. They may
shop for groceries, prepare meals, do light chores, provide transportation, or do errands of
various kinds. Most importantly, they provide vital human contact and companionship
for the clients—some of whom have few other links to the outside world. The Senior
Companions offer an essential communication link with their volunteer stations, since
their regular visits allow continuous monitoring of clients’ health and well-being. The
Senior Companion Program has helped several hundred thousand senior citizens to retain
their dignity and independence in spite of failing health or disabilities. In addition, the
visits of the Senior Companions provide a respite and reduce the level of stress for family
members who are serving as caregivers.

Each Senior Companion project provides Senior Companions to a number of
volunteer stations throughout the community. The volunteer stations, usually non-profit
home health agencies, in turn, assign the Senior Companions to individual clients. Staff
members at the volunteer stations provide day-to-day supervision of the Senior
Companions.” The Senior Companion Program forms a part of the National Senior
Service Corps, along with the Foster Grandparent Program (FGP) and the Retired and
Senior Volunteer Program (RSVP). The National Senior Service Corps has been
administered by the Corporation for National Service (the Corporation) since 1993.

Research Triangle Institute (RTI) conducted a telephone survey of volunteer
station supervisors between March-May 2000. The volunteer station survey was part of a
larger evaluation effort to examine the impact of the Senior Companion Program on
agencies, clients and families/caregivers served. The purpose of the volunteer station
survey was to assess the extent to which the Senior Companion Program was valued by
service providers, and examine how it affected the quality of services delivered to frail

! Corporation for National Service (2000). The Senior Companion Program Operations Handbook,
p- 10. Website address: www.etr.org/nsrc/online-docs.html. Accessed on August 3, 2000.

* Project Profile and Volunteer Activity (PPVA). National Senior Service Corps (1999).
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Executive Summary

older adults in the community. In particular, this survey sought to determine what roles
the Senior Companions played at the volunteer stations and whether they enabled their
volunteer stations to expand the services provided to senior citizens.

The main findings from the volunteer station survey are reported below.

What agencies sponsored Senior Companions, and what administrative
procedures did they follow before deploying Senior Companions?

In 1999, the Senior Companion Program awarded about $36 million to 207 projects.
Senior Companions were trained and supervised at 3,150 volunteer stations.” The
volunteer stations administering the program were non-profit senior-serving health
and social service agencies.

Over half of the volunteer stations that participated in this study supervised between
0-5 Senior Companions, with the remaining 43% supervising six or more Senior
Companions. On average, volunteer stations had been involved with the Senior
Companion Program for 9.5 years. Approximately 57% of participating volunteer
stations employed between 0-10 full-time staff members, while the remaining 43%
employed 11 or more full-time staff members.

Volunteer station supervisors provided a variety of training experiences for their
Senior Companions, including regular supervisory meetings (71%), pre-service
orientation (57%), ongoing in-service training (56%), and crisis management training
(40%).

Volunteer station supervisors assigned Senior Companions to clients based on a
variety of factors including geographic location, first come first serve basis, and the
health status of the client.

How were the Senior Companions deployed, and what services did they
provide?

Survey results indicated that an average volunteer station had about nine Senior
Companions, of whom approximately eight visited clients in a home setting. On the
average, Senior Companions at each volunteer station served 23 clients in all. Of
these, approximately 18 were seen in a home setting.

The Senior Companions provided a variety of services directly to clients. Providing
companionship, assisting family and caregivers by giving respite care, being there in
case of an emergency, preparing meals, helping with chores, running errands, and

shopping for groceries were some of the services mentioned most often by volunteer

? Project Profile and Volunteer Activity. National Senior Service Corps (1999).

* Project Profile and Volunteer Activity. National Senior Service Corps (1999).
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Executive Summary

station representatives. Many Senior Companions also provided assistance with
personal care.

e The Senior Companions helped their volunteer stations as well. First and foremost,
they constituted a vital communication and monitoring link between the clients and
the volunteer station. They served as client advocates, notified staff of changes in
clients’ behavior, and functioned as the “eyes and ears” of the agency. Agencies
reported that they used the Senior Companions to communicate directly with clients’
family members.

What was the agencies’ satisfaction with the Senior Companions?

e The volunteer stations reported a very high degree of satisfaction with the Senior
Companions’ services, including: their courtesy and reliability; the amount of time
they spent with the clients; their ability to provide a respite for caregivers; their ability
to provide companionship; their ability to prepare meals; and their ability to help
clients with personal care needs.

e Most volunteer station representatives reported that the Senior Companions were as
responsible (79%) and skilled (72%) as their paid staff members; in some cases, they
were viewed as more responsible and skilled (17% and 6%, respectively).

What effects did the Senior Companion Program services have on the
agencies, the clients, their families, and the Senior Companions
themselves?

e The volunteer station supervisors reported that the Senior Companions allowed them
to serve additional clients, and provided additional services to their present clients. In
particular, the Companions enabled them to serve two new groups of clients: those
with special needs, and those not eligible for subsidized services but who could not
afford to pay for the services they needed. Those crediting the Senior Companions
with allowing them to serve more clients reported serving an average of 45 additional
volunteer station clients (or approximately five clients per Senior Companion) as a
result of the Senior Companions’ service. In the open-ended questions, several
respondents said that they assigned Senior Companions to clients with a higher level
of functioning so that agency staff could focus on the clients with the greatest service
needs.

e The Senior Companions served their clients on a no-fee basis. Thus, the agencies and
their clients realized considerable savings in not having to pay market rates for
services.

e The volunteer stations placed a very high value on the Senior Companions and their
service, with 89 percent of volunteer station representatives in the survey describing
them as very valuable. About two-thirds of the agencies had clients on a waiting list

The Role and Value of Senior Companions in Their Communities iii



Executive Summary

to be matched with a Senior Companion. Survey respondents also reported that the
program was highly valued by other agencies serving senior citizens.

e According to the volunteer stations, the services of the Senior Companions enabled
many of their clients to spend less money on transportation, personal care, and meal
preparation. In addition to these cost savings, the Senior Companions provided
valuable benefits to the clients in the form of companionship, help with independent
living, and regular visits that allowed continuous monitoring of their health and well-
being.

e The Senior Companions provided a valuable respite to family members who served as
the clients’ full-time caregivers. They also provided greater peace of mind for family
members and other caregivers who were still in the work force. In the survey, 79
percent of the volunteer station representatives reported that family members were
better able to work as a result of the Senior Companions’ services.

e The Senior Companions themselves realized certain intangible benefits from the
services they provided to their clients such as improved feelings of self-esteem,
greater sense of purpose, and value to the clients being served.

It is clear from the volunteer station survey that Senior Companions provided a
number of important independent living services to frail clients in need of additional
assistance at a variety of locations. The volunteer stations that worked with Senior
Companions appeared to have great flexibility in determining how they were deployed
and in selecting what services they provided to their clients. Volunteer station
supervisors were very satisfied with the overall quality of Senior Companion services.
They found Senior Companions to be very helpful in providing companionship and
personal care assistance to their clients, and respite services to the caregivers and family
members of clients being served. Volunteer station respondents also valued the time that
they had available to perform other agency activities as a result of having Senior
Companions.

In conclusion, volunteer station respondents felt that Senior Companions played
an important function in enabling them to expand the supply of independent living
services available to the clients they served. Overall, they were very satisfied with the
roles that Senior Companions performed at their various locations. They also greatly
valued the types of assistance that the Senior Companions provided to their agency staff,
who were then free to attend to other important agency activities. Finally, volunteer
station respondents believed that other senior service providers, as well as the broader
community-at-large, also recognized and valued the Senior Companion Program as an
important resource to the communities served.

iv The Role and Value of Senior Companions in Their Communities



CHAPTER ONE
Introduction

Program description and background

The Senior Companion Program (SCP) provides grants to qualified agencies and
organizations for the dual purposes of engaging persons 60 and older, particularly those
with limited incomes, in volunteer service to meet critical community needs and
providing a high quality experience that will enrich the lives of the volunteers.” The three
main goals of the program are to:

(1) enable low-income persons aged 60 and over to remain physically and mentally
active and to enhance their self-esteem through continued participation in needed
community services;

(2) provide supportive services to adults with physical, emotional, or mental health
limitations, especially older persons, in an effort to achieve and maintain their highest
level of independent living;

(3) provide a stipend and other benefits, which enable eligible persons to participate as
Senior Companions without cost to themselves.’

The Senior Companions serve an average of 20 hours a week, and they generally
visit between two and three clients apiece. The volunteers receive a small tax-free
stipend for their service, along with insurance and certain other benefits. The clients they
serve are primarily homebound elderly people in frail health, most of whom live alone.
The Senior Companions also visit clients with mental and developmental disabilities. In
some cases the companions assist clients in a group setting, such as a nutrition site or an
adult day care center. For the most part, however, they visit clients in their homes.

Senior Companions help their clients with the tasks of daily living. They may
buy groceries, prepare meals, do light chores, provide transportation, or do errands of
various kinds. Most importantly, they provide vital human contact and companionship
for the clients, some of whom have few other links to the outside world. The Senior
Companions offer an essential communication link between the clients and the volunteer
stations, since their regular visits allow continuous monitoring of clients’ health and well-
being. The Senior Companion Program has helped many senior citizens to retain their
dignity and independence in spite of failing health or disabilities. In addition, the visits

5 Corporation for National Service (2000). The Senior Companion Program Operations Handbook,
p- 10. Website address: www.etr.org/nsrc/online-docs.html. Accessed on August 3, 2000.

6 Corporation for National Service (2000). The Senior Companion Program Operations Handbook,
pp- 10-11. Website address: www.etr.org/nsrc/online-docs.html. Accessed on August 3, 2000.
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Chapter One: Introduction

of the Senior Companions provide a respite and reduce the level of stress for family
members who are serving as caregivers.

The Senior Companion Program (SCP) was authorized under title II, Part C, of
the Domestic Volunteer Service act of 1973, as amended (Public Law 93-113). It funded
its first projects in 1974, and by 1999 had grown to include 207 projects with 3,150
volunteer stations nationwide. Each Senior Companion project provides Senior
Companions to a number of agencies known as volunteer stations. The volunteer stations
assign the Senior Companions to individual clients and in some instances, adult day care
and other settings. Staff members at the volunteer stations provide day-to-day
supervision of the Senior Companions. In 1999, the volunteer stations supported the
service of 14,700 Senior Companions, who served 61,900 mostly frail and elderly clients.
The federal budget for the program that year was $36 million, and local contributions by
non-Federal agencies amounted to almost $24 million more.” The Senior Companion
Program forms a part of the National Senior Service Corps, along with the Foster
Grandparent Program (FGP) and the Retired and Senior Volunteer Program (RSVP).

The National Senior Service Corps has been administered by the Corporation for
National Service (the Corporation) since 1993.

Evaluation of program outcomes

The Corporation’s Annual Performance Report for 1999 shows that the Senior
Companion Program exceeded its yearly goals for the number of Federally funded Senior
Companion projects, the number of Senior Companion Program service years completed
with Federal funding, and the number of clients served by Senior Companions.

More in-depth information on program outcomes will be provided by the Senior
Companion Program Quality of Care Evaluation, a four-year study that will survey
Senior Companion Program clients, their family members, and key agency staff at
volunteer stations. The Research Triangle Institute (RTI) is conducting the study. The
present report will cover one aspect of this study, the survey of volunteer station staff,
which has now been completed. The volunteer station survey was intended to assess the
extent to which the Senior Companion Program was valued by service providers, and
examine how it affected the quality of services delivered to frail older adults in the
community. In particular, it sought to determine what roles the Senior Companions
played at the volunteer stations and whether they enabled their volunteer stations to
expand the services they provided to senior citizens.

This report focused on the following research questions:

e What agencies sponsored the Senior Companions, and what administrative
procedures did they follow before deploying Senior Companions?

e How were Senior Companions deployed, and what services did they provide?

7 Project Profile and Volunteer Activity (PPVA). National Senior Service Corps (1999).

2 The Role and Value of Senior Companions in Their Communities



Chapter One: Introduction

e What was the agencies’ satisfaction with the Senior Companions?

e What effects did the Senior Companion Program services have on the agencies, the
clients, their families, and the Senior Companions themselves?

Survey methods

The survey of volunteer station staff was conducted by telephone during the
spring of 2000. Respondents were located through a two-stage process. First, RTI staff
selected 40 Senior Companion projects, based on the size of the project. Next, staff made
a random selection of approximately four agencies per project. The Senior Companion
Program directors and volunteer station supervisors were contacted to secure their
cooperation with the survey effort. Each agency identified the individual who supervises
its Senior Companions, and these supervisors were asked to respond to the telephone
survey. Of 172 interview attempts, 155 were successful, which gave the telephone
survey a response rate of just over 90%. The interview protocol was pre-tested with a
group of volunteer station representatives. Further information on the survey and
sampling methods can be found in Appendix A.

In this report, we used data from the survey respondents to represent the overall
group of Senior Companion projects, as well as several subgroups of projects. The initial
selection of projects for the sample was made using a probability proportional to the
number of clients that they serve. This design was selected as an efficient way to recruit
and retain as many clients and family members as possible while at the same time
reducing the number of projects required to participate in the study. As a result, large
projects had a greater than even chance of being included in the survey. The data from
the survey were weighted to correct for this fact so that large projects would not be
overrepresented in the survey results.

The volunteer station survey is presented in Appendix B. Weighted results from
all survey questions are presented in Appendix C of this report. In the text of the report,
findings from the weighted survey data are used to represent the entire universe of
volunteer stations that were affiliated with the Senior Companion Program.

The Role and Value of Senior Companions in Their Communities 3



CHAPTER TWO
Organizational Context

What agencies sponsored Senior Companions, and what administrative
procedures did they follow before deploying Senior Companions?

The community agencies that recruit, train, and supervise Senior Companions
provide services to senior citizens—social services, health services, or a combination of
the two. These agencies are known as volunteer stations. This chapter first describes the
group of volunteer station supervisors who responded to the telephone survey. It then
discusses the characteristics of the agencies for which the respondents work, along with
some of the procedures followed in operating the Senior Companion Program.

The volunteer station supervisors
The respondent group for this study consisted of 155 volunteer station

supervisors. Of these, 90 percent were female, and 10 percent were male. As shown in
Exhibit 1, the respondents’ average age was 49.

Exhibit 1: Characteristics of a Typical Survey Respondent to the Volunteer Station

Survey

Respondent Characteristics Typical Respondent Profile
Age 49 years old

Gender Female

Duration employed by agency 9 years

Duration served as volunteer station supervisor 5.5 years

Educational background/training Social work or nursing

Most of the volunteer station respondents had quite a long job tenure at their agency, with
nine years being the average number of years of service. The group had an average of
five and a half years of service in the position of volunteer station supervisor. The
respondents to this survey had a wide variety of educational backgrounds, with social
work and nursing the disciplinary fields that were most frequently mentioned (56 percent
of total responses).

The agencies
As shown in Exhibit 2, the respondents who participated in this survey reported

that their agencies had been involved with Senior Companions for an average of nine and
a half years.

The Role and Value of Senior Companions in Their Communities 5



Chapter Two: Organizational Context

Exhibit 2: Characteristics of a Typical Sponsoring Agency Partner

Agency Characteristics Typical Agency Profile

Number of Years Involved with Senior Companion Program 9.5 years

Number of Senior Companions 9, with 8 serving in a home setting and
1 serving in a group setting

Number of clients seen by Senior Companions 23 clients with 18 served in the home
setting and 5 served in a group setting

Type of services provided 40% providing non-health related
services,
38% providing both health and non-
health services (full service agencies),
22% providing health-related services

The agencies whose representatives took part in the survey included non-profit home
health agencies (14%), non-profit agencies on aging (21%), multi-purpose centers (16%),
other social service centers (12%), public or congregate housing projects (6%), and other
social service agencies of various types (32%). Approximately nine Senior Companions
served a given agency, with eight of them serving in a home setting. Their Senior
Companions served an average of 23 clients apiece, of whom 18 were seen in a home
setting.

The volunteer stations provide various types of services to their senior citizen
clients or younger adults with special needs. These ranged from adult day care or senior
citizen services, special transportation, and home-delivered meals to visiting nurse or
home health aide services, physical therapy, and mental health services. For purposes of
analysis in this study, the volunteer stations were divided into three groups, according to
the types of services provided: those providing primarily health-related services (22%),
those providing services that are not health-related (40%), and those providing services of
both types (38%) (here termed the “full service” group of agencies). The health-related
group was defined as all agencies who reported providing either visiting nurse or public
health nurse services, home health aide or homemaker services, physical therapy services,
or mental health services. The non-health-related group of agencies did not report
providing any of these services, but said they provided services such as adult day care,
senior center services, special transportation, home delivered meals, or a group meal
program. The full service group consisted of agencies that provided some health-related
services, and some that were not health-related. These subgroups were examined
separately to determine whether the responses varied as a function of the type of services
the agencies provided.

The volunteer stations were also grouped according to their size. In this report,
agency size was defined in terms of the number of full- time employees (FTEs) per
agency (i.e., whether they have 0-10 FTEs or 11 or more FTEs). This provided the other
main set of variables that were used to analyze the data in the agency survey.

Another interesting characteristic of volunteer stations was the number of Senior
Companions they supervised. As shown in Exhibit 3, just over half of the responding
agencies had five or fewer Senior Companions, and just under half had six or more.

6 The Role and Value of Senior Companions in Their Communities




Chapter Two: Organizational Context

Exhibit 3: Characteristics of Host Agencies that Took Part in the Survey

Percentage of Agencies

Characteristic in Each Category
Number of services offered to senior clients:

0-3 services 51%

4-9 services 49%
Agency size, by number of full-time employees (FTEs)

0-10 FTEs 57%

11 or more FTEs 43%
Number of Senior Companions per agency:

0-5 Senior Companions 53%

6 or more Senior Companions 47%
Number of Senior Companions per agency who provide services in a home setting:

0-5 Senior Companions serving in home setting 57%

6 or more Senior Companions serving in home setting 43%

Administrative processes

A Senior Companion was originally assigned to a client in response to a referral
requesting services. These referrals come from various sources within the community.
When asked to identify the primary referral source for Senior Companion services, as
shown in Exhibit 4, volunteer station supervisors most often selected health and/or social
service agencies (40%). The referral source chosen next most often was family members
(23%), followed by agency staff members (13%), clients themselves (12%), hospitals and
nursing homes (9%), and other Senior Companions (3%).

Exhibit 4: Primary Referral Source for Senior Companion Services

Family members
23%

Senior Companions
3%

Hospitals and nursing
homes

9 Agency staff
(-]

13%
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The volunteer stations were responsible for providing the Senior Companions
with initial and ongoing training. In the survey, the volunteer station supervisors reported
providing training of various types. As shown in Exhibit 5, these included regular
supervisory meetings (71%), pre-service orientation (57%), ongoing in-service training,

and crisis management training (40%).

Exhibit 5: Types of Training Provided to Senior Companions by Stations
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Following up on the issue of training, the respondents were asked which type of
training and supervision had been most important in helping Senior Companions to carry
out their client service functions. As shown in Exhibit 6, the largest proportion selected
ongoing in-service training as the most important (40%).

Exhibit 6: Most Important Type of Training Provided to Senior Companions
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The next most important type of training was pre-service orientation training (28%),
followed by regular supervisory meetings (20%).

When volunteer station supervisors were asked to identify “on what basis are
clients assigned to a Senior Companion?” they most frequently mentioned geographic

location (71%) as a factor, as shown in Exhibit 7.

Exhibit 7: Factors Considered when Assigning Senior Companions to Clients
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The next most frequent response was a first-come, first-served basis (60%), followed by
health status or extent of illness (57%), and needs other than health (27%). Only 20%
mentioned socioeconomic status as a primary basis for assigning Senior Companions.
The characteristics and availability of the Senior Companions themselves were
mentioned as the basis for assignment by 13% of the respondents. It is important to note
that since volunteer station supervisors were allowed to respond to more than one factor
when providing an answer to this question, the percentages shown in Exhibit 7 sum to
greater than 100%. On average, volunteer station supervisors answered that assignment
of Senior Companions to clients depended on between 2-3 factors. These data show that
the volunteer stations had great flexibility in how they used the services offered by Senior
Companions and placed them in different ways and for different purposes.

When asked about the different types of individuals who were involved in making
the initial match between a client and a Senior Companion, 68% of the respondents said
that this was done by the Senior Companion Project Director. Another 67% said that the
volunteer station supervisor made the initial match, and 36% said that other agency staff
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was responsible for matching people up. It is important to note that volunteer station
respondents were asked to respond “yes” or “no” to a series of questions asking whether
several types of individuals were involved in the initial match. As a result, multiple or
overlapping “yes” responses were possible (i.e., a Project Director could say “yes” that
the Senior Companion Project Director was involved in the match, and then also “yes”
that the volunteer station supervisor was involved). These overlapping responses suggest
that in most agencies the responsibility for matching clients and Senior Companions was
shared between the Senior Companion Project Director and the volunteer station
supervisor.

Administrative processes among different types of agencies

Subgroup analyses of the overall data were conducted in order to determine
whether there were differences in the administrative processes followed by different
types of agencies. Findings indicate that health-related agencies were the least likely to
report that the source of referral affected the likelihood of having a Senior Companion
assigned (6% for the health-related group relative to 23% for the full service group and
35% for the non-health related agency group).

The most important type of training offered by agencies also varied by type of
agency as shown in Exhibit 8.

Exhibit 8: Most Important Type of Training Provided to Senior Companions by
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Health-related service agencies were more likely than full service agencies and non-
health related agencies to value pre-service orientation as the most important type of
training, with 41% choosing this type of training versus 14% for the full service agencies
and 29% for non-health related agencies. Alternatively, full service agencies and non-
health related agencies were more likely to value ongoing in-service training as the most
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important type of training (51% and 43% respectively). The health-related agencies were
less likely to value ongoing in-service training as the most important type of training
(only 29% rated this type of training as most important). These differences may reflect a
greater perceived need for Senior Companions in agencies providing health-related
services to be trained in specific skills or procedural areas before they begin serving
clients.

The next chapter of this report describes what tasks the Senior Companions
performed, and how they interacted with other service providers.
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Services Provided and Clients Served

How were the Senior Companions deployed?

The Senior Companions provided a wide range of services to their clients, each of
whom had a different set of needs. In addition, the Senior Companions played a variety
of roles at the volunteer stations. For example, some agencies reported that the Senior
Companions made it possible for them to serve more clients. Others said that the Senior
Companions served a vital monitoring function, and provided valuable input into case
management decisions. This chapter examines the services performed by Senior
Companions from both the clients’ and the volunteer stations’ perspectives.

Services to clients

As noted earlier, a majority of Senior Companions served clients in an individual
setting. On the average, volunteer stations reported supervising approximately nine
Senior Companions in all, including eight who served clients in their homes, and one who
served clients in a group setting. The average ratio of clients to Senior Companions was
2.7 for all Senior Companions, and 2.5 for Senior Companions who provided services in
a home setting.8 The one-on-one aspect of most Senior Companions’ work was an
important feature of the program.

Exhibit 9 presents some of the tasks the Senior Companions perform to help their
clients, as reported by the survey respondents. As the exhibit shows, the services that
were most frequently cited as being performed “often” were keeping clients company
(98%), followed by assisting family members/caregivers by giving them time off (59%),
and being there in case of an emergency (58%). These findings underscore the
importance of social interaction with the clients as a key component of the Senior
Companions’ service, which carried through to the rest of the services that individual
Senior Companions provided.

Adding together the respondents who said their Senior Companions provided
these services either “often” or “sometimes”, the services mentioned most often were (in
descending order of frequency) keeping clients company (100%), being there in case of

¥ The average client to Senior Companion ratio from the 1999 Project Profile and Volunteer Activity
(PPVA) data when both group and in-home based Senior Companions are included was 4.2. This larger
ratio was due to the fact that a larger percentage of Senior Companions included in the PPV A data set was
stationed in group settings. Although the RTI sample did not exclude group settings from the sampling
frame a priori, case by case determinations were made at the individual volunteer station level among
selected stations to determine whether SCP clients would be able to identify Senior Companions and report
on their satisfaction with them. In a few cases, clients who were based in a group setting were unable to
differentiate between Senior Companions and actual agency staff. In those few instances, the volunteer
stations were replaced with other randomly selected volunteer stations. Therefore, a lower ratio of clients
to Senior Companions in the RTI sample might be due, in part, to the fact that a slightly larger proportion
of the Senior Companion placements in the RTI sample were in the home setting.
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Exhibit 9: Tasks Senior Companions Perform to Help Clients, by Frequency
(Percentage of agencies reporting each frequency)

How Often Performed

Type of Service Often Sometimes Not at All
Keeping clients 98% 2% 0
company
Assisting 59% 30% 12%
family/caregivers by
giving them time off
Being there in case of 58% 31% 11%
an emergency
Making phone calls 34% 43% 23%
for clients
Reminding clients to 32% 35% 33%
take medicine
Running errands 28% 49% 24%
Preparing meals 26% 55% 19%
Assisting with light 26% 52% 22%
chores
Taking clients to 24% 50% 26%
medical appointments
Going grocery 20% 55% 25%
shopping
Providing personal 14% 46% 40%
care assistance
Assisting with 13% 54% 33%
paperwork

Note: Because of rounding, totals may not equal 100%.

an emergency (89%), assisting family/caregivers by giving them time off (89%),
preparing meals (81%), shopping for groceries (75%) and assisting with light chores
(78%).

The survey illuminated a few characteristics of the clients who are served by the
Senior Companions. For example, volunteer station supervisors were asked,
“approximately what percentage of your clients with Senior Companions also receive
other home- or community-based services?” The volunteer station respondents reported
that approximately 64% of their clients with Senior Companions also received other
home- or community-based services. Alternatively, Senior Companions were the only
form of home- or community-based support for approximately 36% of the clients who
were served by the Senior Companion Program. Thus, a substantial minority of the
clients relied solely on their Senior Companion to remain independent and living at
home.

The survey respondents were also asked what types of clients their agencies could
serve as a result of having Senior Companions. Over 94% reported that the Senior
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Companions allowed them to serve clients who were not eligible for subsidized services,
but could not afford to pay for those services themselves. In addition, almost all the
respondents (99%) said that the Senior Companions allowed them to serve clients who
had special needs, or who required extra attention. Several of the respondents’ open-
ended comments regarding the impact of the program on clients served follow:

e “The Senior Companions keep clients from being isolated and depressed. They have
sometimes saved lives by noticing changes in behavior.”

e “The program keeps the clients in their homes, where they stay healthy and active
longer.”

e “The Senior Companions have the time to spend making clients feel safe and cared
about.”

e “The Senior Companions provide a social outlet for isolated, lonely adults. They
also provide companionship, so that family members will have a break or remain
employed.”

e “Socialization counts immeasurably for the clients in what it does for their quality of
life.”

Services to agencies

The Senior Companions played a number of valuable roles for their volunteer
stations, above and beyond the specific services they performed for the clients. Because
of their regular visits and close attention to the clients, the Senior Companions served as a
key communication link between the clients and the staff of the agency. As shown in
Exhibit 10, over 85% of survey respondents said that their Senior Companions “often” or
“sometimes” served as client advocates, notified staff of changes in clients’ health or
behavior, directly communicated with family members, and served as the “eyes and ears”
of the agency with regard to the individual client.
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Exhibit 10: Functions Senior Companions Perform to Help Agencies, by Frequency
(Percentage of agencies reporting each frequency)

How Often Performed
Function or Task Often Sometimes Not at All
Notifying staff of 75% 15% 10%
client changes
Providing an 61% 15% 24%
additional resource to
the agency
Serving as the eyes 57% 30% 13%
and ears of the agency
Serving as client 57% 38% 5%

advocates (i.e., asking
for what client may
need from agency)

Directly 49% 41% 10%
communicating with
family members

Freeing up staff time 40% 16% 44%
to see other agency

clients

Attending case 16% 26% 58%

management meetings

Note: Because of rounding, totals may not equal 100%.

Collaboration with other service providers among different types of
agencies

In Exhibit 10 above, the Senior Companions attended case management meetings
at 42% of the volunteer stations. In some cases, they also helped to develop client care
plans. The survey asked respondents whether their Senior Companions were involved in
developing client care plans, and if so, how great was their involvement. In all, 51% of
the volunteer station respondents said that their Senior Companions were at least
somewhat involved in developing these plans.9

Besides taking part in agency meetings and providing input on client care plans,
the Senior Companions collaborated with service providers in other ways—by
monitoring and reporting back on their clients’ well-being, and by taking an advocacy
role on the clients’ behalf. Following up on reports from the Senior Companions, agency
staff was well positioned to make referrals to other agencies for specific client needs. As
noted earlier, a majority of the clients served by the Senior Companions received services
from other home- or community-based agencies as well.

? See Appendix C, Question 8a for this result.

16 The Role and Value of Senior Companions in Their Communities



Chapter Three: Services Provided and Clients Served

Services provided to clients among different types of agencies

A few patterns emerged when the services provided by Senior Companions were
analyzed by agency type and size. As shown in Exhibit 11, the health-related agencies
were more likely than the other two groups to report that their Senior Companions
provided seven services “often” or “sometimes”.

Exhibit 11: Percentage Reporting “Often” or ‘“Sometimes” Performing Tasks for

Clients by Type of Agency
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This was true for making phone calls, preparing meals, assisting family or caregivers
with time off, being there in case of emergency, assisting with light chores, assisting with
paperwork, and reminding clients to take their medicine. On the other hand, fewer of the
health-related agencies reported using Senior Companions often or sometimes to provide
the more demanding and time-consuming services, such as personal care assistance,
taking clients to medical appointments, running errands, and grocery shopping. It may be
that the health-related agencies used Senior Companions to serve a population of frail,
elderly clients who relied on other agency staff, family members, or others to fulfill these
particular needs.

The full service agencies were more likely than the other groups to report that
their Senior Companions ran errands, shopped for groceries, and provided personal care
assistance. These three services may be viewed as a kind of core group of the tasks
elderly clients needed most in order to continue in an independent living situation. It may
be that this group of agencies chose to concentrate the efforts of their Senior Companions
on the services they considered to be most essential, possibly using staff for other types
of services. Another possible explanation is that the full service agencies served a less-
impaired group of clients than the other agencies, and these clients were able to do some
of the less strenuous tasks (such as handling paperwork, and taking medicine) for
themselves.

The tasks performed by Senior Companions were also analyzed by size of the
agency. As shown in Exhibit 12, the larger agencies with 11 or more FTEs were more
likely to report that their Senior Companions assisted family or caregivers with time off,
helped with chores, prepared meals, or made phone calls.

Exhibit 12: Percentage Reporting “Often” or ‘“Sometimes’ Performing Tasks for
Clients by Size of Agency
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However, the smaller agencies were more likely than the larger agencies to say
that their Senior Companions took clients to medical appointments, reminded them to
take their medicine, or provided personal care assistance. It may be that the smaller
agencies tended to have a less specialized staff, or that they took a more holistic approach
to serving their clients.

Services provided to agencies among different types of agencies

e The services that Senior Companions provided to volunteer stations were also
compared by agency type. As shown in Exhibit 13, the health-related agencies were
the most likely group to report that Senior Companions directly communicated with
family members. On the other hand, they were the least likely to report having the
Senior Companions take part in case management meetings. The data suggest that for
the health-related agencies, the Senior Companions may have served specific
functions within a larger care plan for very frail elderly clients. For example, paid
paraprofessional staff may have provided assistance with personal care, and family
members or others may have helped with tasks outside the home (such as errands or
shopping), while the Senior Companion completed the assistance plan by doing more
of the small, in-home tasks that were critical to the client’s and the family’s continued
functioning.

Exhibit 13: Percentage Reporting “Often” or ‘“Sometimes’ Performing Tasks for
Agencies by Type of Agency
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The full service agencies were the most likely to say that they used the Senior
Companions as the “eyes and ears” of the agency, and as a way of notifying staff about
client changes. They were also the most likely group to report that the Senior
Companions provided an additional resource for the agency. These findings suggest that
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the Senior Companions were more fully integrated into the workings of the agency for
this group, as compared to the other types of agencies. Certainly these agencies relied
more on the Senior Companions as a primary communication link to agency staff.

The non-health-related agencies were the most likely to report that the Senior
Companions attended their case management meetings. Even so, they were least likely to
say that the Senior Companions either provided an additional resource to the agency, or
freed up staff time so that they could see other agency clients.

Collaboration with Senior Companions and other service providers

We performed a subgroup analysis to examine the extent of collaboration between
Senior Companions and other service providers by type and size of agency. The findings
indicated that the health-related agencies were least likely to report involvement by the
Senior Companions (42%, as compared to 51% for the full service agencies and 56% for
the non-health-related agencies). Likewise, the larger agencies were less likely to say the
Senior Companions were involved in developing client care plans (42%, versus 58% for
smaller agencies).
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What was the agencies’ satisfaction with the Senior Companions?

The survey data showed that the volunteer stations were extremely satisfied with
the overall quality of the services the Senior Companions provided to their clients. Of the
volunteer station respondents, 93% said they were “very satisfied” with the overall
quality of these services, and the remainder said they were “somewhat satisfied”. As
shown in Exhibit 14, the volunteer station representatives addressed several different
aspects of the Senior Companions’ services in reporting their level of satisfaction. For
the group as a whole, there were only two areas where less than two-thirds of the
respondents said they were very satisfied with the Senior Companions’ services. Only
45% of the respondents said they were very satisfied with the Senior Companions’ ability
to provide clients with transportation. Likewise, only 65% expressed themselves very
satisfied with the number and type of services the Senior Companions provide to meet
their clients’ special needs.

Exhibit 14: Agencies’ Level of Satisfaction with Various Aspects of Senior
Companion Services

Percentage Reporting Each Level of Satisfaction
Aspect of Services Very Satisfied Somewhat Satisfied | Not at all satisfied

Overall quality of 93% 7% 0%
Senior Companion

Services

Courtesy 93% 7% 0%
Ability to provide 93% 7% 0%
companionship

Ability to provide 87% 13% 0%
respite for caregivers

Reliability 87% 13% 1%
Amount of time spent 77% 23% 0%
with clients

Ability to provide 74% 25% 1%

assistance with clients’
personal care needs

Ability to prepare meals 73% 27% 0%

Number and type of 65% 35% 1%
services to meet clients’
special needs

Ability to provide 45% 40% 15%
transportation

Note: Because of rounding, totals may not equal 100%.

The respondents were most likely to report that they were very satisfied with the
overall quality of the Senior Companion (93%), the Senior Companions’ courtesy (93%)
and their ability to provide companionship (93%), followed by their ability to provide a
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respite for caregivers (87%), their reliability (87%), the amount of time the Senior
Companions spent with clients (77%), their ability to assist with clients’ personal care
(74%), and their ability to prepare meals (73%). For the most part, respondents who were
not “very satisfied” said they were at least “somewhat satisfied” with these services. The
only question where an appreciable number said they were “not at all satisfied” with the
Senior Companions’ services concerned their ability to provide transportation for the
clients (15%).

In addition to reporting their overall satisfaction with the Senior Companions’
services, survey respondents were asked to compare the Senior Companions to agency
staff in terms of their responsibility and level of skill. As shown in Exhibit 15, with
regard to responsibility, 79% of the respondents said the Senior Companions were as
responsible as typical agency staff, and 17% said they were more responsible. Only 4%
said the Senior Companions were less responsible than agency staff who delivered
similar kinds of client services. In terms of skill level, 72% of the respondents reported
that the companions were as skilled as agency staff members, and 6% said the Senior
Companions were more skilled. Even so, 22% said that the Senior Companions were less
skilled than agency staff who performed similar types of services.

Exhibit 15: Responsibility and Skill Level of Senior Companions Relative to Agency

Staff
Responsibility of Senior Skill Level of Senior
Companions Companions
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OSenior Companions less O Senior Companions less
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Agency satisfaction among different types of agencies

Agency satisfaction with Senior Companion services was analyzed by type and
size of the agency. The reports of satisfaction varied both by agency type and size. As
shown in Exhibit 16, for the health-related agencies, 100% of the volunteer station
respondents said that they were very satisfied with the overall quality of the services.

Exhibit 16: Percentage of Agencies Reporting Being “Very Satisfied”” with Senior
Companion Services by Agency Type

Health-related Full Service Non Health-related
Aspect of Services Agencies Agencies Agencies
Overall quality of Senior 100% 93% 86%
Companion services
Ability to provide 94% 77% 61%
assistance with clients’
personal care needs
Amount of time spent 92% 76% 76%
with clients
Ability to provide 94% 86% 79%
respite for caregivers
Ability to provide 30% 37% 59%
transportation for clients

Ninety-three percent of the full service agencies were very satisfied with the
overall quality of Senior Companion services, and 86% of the non-health-related agencies
were very satisfied with their overall service quality. The respondents from the health-
related agencies were more likely than the other two groups to say they were very
satisfied with the Senior Companions’ ability to help with personal care needs (94%, as
compared to 77% for the full service agencies, and 61% for the non-health-related
agencies). The health-related agencies were also more likely to report themselves very
satisfied with the amount of time the Senior Companions spend with their clients (92%,
vs. 76% for both of the other groups), and with their ability to provide a respite for
clients’ caregivers (94%, versus 86% and 79%). Even so, health-related agencies were
the least likely agency type to be very satisfied with the ability of the Senior Companions
to provide transportation for their clients (30% versus 37% for full service agencies and
59% for non health-related agencies).'”

The results from the analysis of satisfaction with Senior Companion services by
size of the agency are shown in Exhibit 17.

' See Appendix C, Questions 19-28 for these results.
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Exhibit 17: Percentage of Agencies Reporting Being “Very Satisfied” with Senior
Companion Services by Size of Agency

11 or More FTEs (Large | 10 or Fewer FTEs (Small
Aspect of Services Agencies) Agencies)
Ability to provide companionship 99% 89%
Overall quality of Senior 96% 88%
Companion services
Ability to provide respite for 94% 78%
caregivers
Ability to provide transportation 36% 51%
for clients

These results indicate that the large agencies were more likely to say that they were very
satisfied with the Senior Companions’ ability to provide companionship and respite care
for caregivers. They also were more likely to be very satisfied with the overall quality of
Senior Companion services. The smaller agencies, on the other hand, were more likely to
report being very satisfied with the Senior Companions’ ability to provide transportation
for their clients (51%, versus 36% for the larger agencies)."'

"' See Appendix C, Questions 19-28 for these results.
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CHAPTER FIVE
Effects of Senior Companion Program Services on Agencies,
Clients, Families, and Senior Companions

What effects did the Senior Companion Program services have on
agencies, clients, and other interested parties?

Looking beyond the question of volunteer station satisfaction with Senior
Companion Program services, the survey included several questions about the effect of
the Senior Companion Program on the volunteer stations themselves. The questions
addressed the effect of program services on the agencies’ service capacity and costs, and
the value the volunteer stations assign to the Senior Companion Program in general.
Respondents were also asked to state what effects the program has had on the clients
served and also on clients’ family members or caregivers. In addition, in the open-ended
questions some of the volunteer station representatives mentioned effects that the
program has had on the Senior Companions themselves.

Effects of the Senior Companion Program on agencies’ service capacity

Senior Companions helped many volunteer stations to expand their service
capacity. When surveyed, 57% of the volunteer station supervisors said that having the
Senior Companions made it possible for their agencies to serve additional clients. Those
who credited the Senior Companions with allowing them to serve more clients reported
serving an average of 45 additional agency clients (or an additional 5 clients per Senior
Companion) as a result of the Senior Companions’ service.'? In the open-ended
questions, several respondents said that they assigned Senior Companions to clients with
a higher level of functioning so that agency staff could focus on the clients with the
greatest service needs.

The respondents were also asked whether the Senior Companions enabled their
agencies to serve a greater variety of clients. As a group, 61% said that the Senior
Companions helped them serve a greater variety of clients. As noted earlier, the agencies
reported being able to serve two types of added clients as a result of the Senior
Companions: those with special needs (99% of those reporting that the Senior
Companions enabled them to serve a greater variety), and those who are not eligible for
subsidized services, but could not afford to pay for such services (94% of this group).

A majority of the agencies (64%) reported that the Senior Companions freed up
their staff to do other agency work. The total responses were divided into various
categories, as shown in Exhibit 18.

2 See Appendix, C, Question 38a for this result.
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Exhibit 18: Percentage of Agency Staff Member’s Time Freed
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Approximately 36% reported that the Senior Companions did not free up any staff time at
the agency. The next most common response (34%) was that the Senior Companions
freed up from 10 to 20% of a full-time staff member’s time. About 13% of the group
said they freed up less than 10% of a staff person’s time. Another 8% of the group said
the Senior Companions freed up between 20 and 30% of a staff member’s time, and 9%
said they freed up over 30% of a staff member’s time.

When asked what types of activities their staff members could do as a result of the
assistance of Senior Companions, 98% of the agencies that said their staff time had been
freed up reported that they could provide additional services to their current clients.
Almost as many in this group (95%) said that they could provide services to new clients.
In addition, 86% of these respondents said the Senior Companions enabled them to offer
more services to clients who had special needs, or required special attention. One
volunteer station respondent noted that “the [Senior Companion] Program provides
services to clients that staff does not have time for...a wonderful positive asset to the
organization.”

To sum up the Senior Companions’ effects on agencies’ service capacity, 57% of
the respondents said they enabled their agencies to serve additional clients, and 61%
reported that they made it possible to serve a greater variety of clients. Almost two-thirds
of the respondents said the Senior Companions freed up agency staff for other work.

Cost savings to agencies as a result of the Senior Companion Program

Although the volunteer stations for the Senior Companions were non-profit
entities, there were some of them that did provide services to older clients for a fee.
About 28% of the total group of survey respondents reported that they charged a fee for
certain services.
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On average, the agencies that provided services for a fee charged $13.35 per hour
for services from a home health aide or a personal care assistant. They charged $10.22
for an hour of services from a home respite care worker, and $4.02 for an hour of
companionship services. These types of services were more or less similar to the services
the Senior Companions provided on a no-fee basis.

Having the Senior Companions allowed the agencies to provide a number of
additional hours of client service. For example, if the average agency had 7.6
Companions serving in home settings and each one served 20 hours per week, this
amounted to 152 extra hours of service provided each week, or the equivalent of 3.8
additional full-time persons serving clients. In addition, these hours—especially the
hours spent providing respite care or personal care assistance—were spent providing
services that were costly for the agencies and clients. Although the agencies incurred
costs for having the services of Senior Companions—supervision, in-service training,
some services (e.g., annual physicals) and, in some programs, the Senior Companions’
stipends—the value of the services they provided to clients appeared to outweigh the
Ccosts.

Value of the Senior Companion Program to sponsoring agencies and other
agencies serving seniors

It is important to note that clients in need of services could not always be
provided with a Senior Companion right away, because the demand for Senior
Companions’ services often exceeded the supply. In the survey, 66% of the agencies
reported that they had a waiting list of clients who were seeking to be matched with a
Senior Companion. The prevalence of these waiting lists was one indicator of the value
of the Senior Companion Program to the volunteer stations. For the agencies with a
waiting list, the average number of clients on the list was 13.

When asked how much they valued the Senior Companions and their work, 89%
of the volunteer station representatives said they found them extremely valuable. In the
survey, the respondents were also asked how the Senior Companion Program was viewed
by “agencies providing services to older adults”—a category that includes other agencies
with a similar mission. For the group as a whole, 46% of the respondents said that the
program was very well known to the senior-serving agencies, and 44% said it was
somewhat well known. When asked how senior-serving agencies valued the Senior
Companion Program, 83% of the respondents said that these agencies valued it highly,
with the rest reporting that they valued it somewhat.
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Following up on this theme, the survey respondents were asked how much
importance the general community placed on the Senior Companion Program. Here the
response was more mixed, with 65% saying that the community thought the program was
“very important”, and 32% reporting that the community found it “somewhat important”.
These responses would appear to overstate the case for the Senior Companion Program to
some degree, since it seems doubtful whether 65% of the general community was fully
aware that the program existed. Nevertheless, the responses suggest a belief among
volunteer station representatives that the general community shared their own positive
view of the program.

There was one question on the survey that focused more directly on inter-agency
relations. The respondents were asked what it would take to motivate more agencies to
pay some of the costs of supporting Senior Companions in the community. In response,
59% of the volunteer station representatives suggested greater public awareness of the
Senior Companion Program, or greater promotional efforts to achieve such awareness.
Another 17% suggested publicizing statistics on the cost savings resulting from the
Senior Companion Program. About 14% of the respondents said that greater availability
of funds might motivate more agencies to share such costs, and 9% said it would help to
have more Senior Companions available.

Effects of Senior Companion Program services on clients

The volunteer station representatives reported a number of benefits resulting from
the services that Senior Companions provided to their clients. The survey asked in
particular about cost savings of various types for the clients being served. In the
categories of personal care and assistance with meal preparation, a majority of the
respondents (55% and 70% respectively) reported that their clients spent about the same
amount of money as they did before they had a Senior Companion. However, a
substantial number of respondents (44 %) said that clients spent less on personal care than
before they had a Senior Companion and 29% said the clients spent less on meal
preparation. Cost savings to clients were reported most often in the area of special
transportation to help them get around (55%). Almost none of the respondents (1 to 2%)
reported that their clients spent more money for these purposes after they were paired
with a Senior Companion.

Effects of Senior Companion Program services on clients’ families

As mentioned earlier, many Senior Companions provided a respite for the family
members