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Preface 

The need frequently has been expressed for guidelines on how to prepare a 
directory of community services and opportunities for older persons. This 
publication was prepared in order to meet this need , in part. It is based largely on 
visits during 1977 and 1978 with officers of county councils on aging and with 
representatives of agencies serving older persons in some 35 out-state Missouri 
counties . Much was learned from their experiences with directories which they 
shared with me . 

The suggestions assembled in this guideline are presented with such out-state 
counties in mind: those with a population range of approximately 6,000 to 
50,000. It is aimed primarily at staffs of Area Agencies on Aging and of 
University of Missouri Extension Centers, who frequently work with local 
groups in planning for provision of services and opportunities for older persons. 
Indirectly, this guideline should be of value to county councils on aging, and to 
the various local service agencies and voluntary organizations for older persons. 

The University of Missouri School of Social Work Extension Program is 
interested in learning how well these suggestions work out and welcomes 
suggestions for revisions of this guideline. Social Work Extension will attempt to 
provide additional information as needed by local groups and organizations. 

This guideline was made possible by a grant from the Missouri Office of Aging. 
Editing and design were provided by the Extension Information Office , 
University of Missouri-Columbia. 

Charles F. Mitchell 
Program Coordinator 
Social Work Extension Program 
University of Missouri-Columbia 
May , 1978 
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Introduction 

SCOPE OF THIS GUIDELINE. 
There are two basic kinds of direc
tories, one oriented to agency staffs , 
the other oriented to consumers . This 
guideline describes both kinds , 
suggests some bases for deciding 
which to prepare, and how to prepare 
each. Suggestions are offered on ways 
to maintain and make best use of the 
directories a community decides to 
prepare. Finally, the guideline sug
gests how the process of preparing and 
distributing directories can fit into the 
total picture of planning and develop
ment of community services for the 
aging. 

A directory has many values beyond 
those of simply listing the services and 
opportunities available in the commu
nity. It can be used along with needs 
assessments as vital parts of orderly 
planning and development of local 
services. Some thoughts on how these 
extra values can be obtained will be 
discussed in the subsequent sections. 

WHY HA VE A DIRECTORY? A 
proliferation of services and opportu
nities for older persons has occurred in 
the past few years . Even the smaller 
counties now have 15 to 30 different 
service agencies , some providing more 
than one kind of service or volunteer 
program. Often it is difficult for an 
older person to find just which agency 
can help meet his or her needs. 

Community service providers and 
citizen leaders now are realizing that 
they have a large variety of services . 
And they find the service agencies 
vary regarding who is eligible for ser
vice and under what conditions the 
service is provided . This guideline 
suggests that a directory can be one 
way of keeping current on the services 
that are available, as well as a means of 
obtaining better services for clients. 

Many communities are in the pro
cess of setting up, or have already 
established centralized information 
and referral (I & R) services. A direc
tory can be of great value to such 
services . It can help the "I and R" 
service ' s goals of eliminating the 
shuttling of clients from agency to 

agency and of enabling clients to get 
the services they need when they need 
them. 

Another reason for having a direc
tory is to enhance effective intera
gency referrals and collaboration . 
Many clients require services of more 
than one agency. So it is essential that 
the agencies be familiar with the ser
vices each offers. By furnishing spe
cific facts about each agency, the di
rectory enables all to be better ac
quainted with the specific services 
available in the community. In that 
way it can contribute to better service 
referrals and collaboration. 

The range of agencies to be covered 
in an agency directory can include all 
those provided by local agencies , 
those provided by regional and state 
agencies , and those furnished by civic 
and other organizations within the 
county . 

There are some valid objections to 
preparing a directory. It takes a great 
deal of effort to prepare one , and 
sometimes the directory is out-of-date 
almost before it is completed. Others 
say that directories are not often used, 
or that they are not used properly. All 
these objections are valid ones , but can 
be overcome with careful planning. 
Moreover , if a directory is not just a 
listing , but a part of the on-going plan
ning and development process of the 
community, it can contribute substan
tially to service development. 

Before a directory can be prepared, 
data must be obtained and assembled 
about the community service re
sources. This calls for a survey of the 
agencies and organizations that pro
vide services for older persons. Such 
an inventory of community service 
resources can be of value even if a 
directory is not prepared. Moreover, 

the planning, preparation and distribu
tion of a directory can lead to improved 
public understanding of services for 
older persons. It can result in in
creased citizen participation in the 
process of community service and de
velopment. 

In some instances, agencies and or
ganizations have not been entirely 
clear about the exact nature and limits 
of services they provide. Preparing a 
directory makes it necessary for them 
to think through and to make clear-cut 
decisions on just what services are 
available when and for whom. 

TWO CRUCIAL DECISIONS. As
suming that a group of citizens and/or 
service providers decide to have a 
directory , two crucial decisions must 
be made. A temporary planning group 
should be established to explore and 
consider them. 

One is what geographic area is to be 
covered by a directory. In general, the 
larger the area, the harder it is to keep a 
directory current. Yet , if the area 
selected is too small, it may be too 
wasteful and costly to prepare a direc
tory. This would be true where , for 
example , two small towns in a county 
have almost all the same services. 

A related question , depending on the 
area to be served , is who is to sponsor 
the preparation and distribution of a 
directory . Ideally, a directory would 
be ajoint enterprise of a county council 
on aging and the county organization 
of agencies . In making this decision , 
bear in mind that whoever sponsors 
the directory would also need to as
sume responsibility for maintaining it 
and keeping it up to date. 

The second crucial decision is the 
timing: that is, when a directory should 
be undertaken . The rule-of-thumb that 
applies here is that the time is right 
when the preliminary exploration and 
planning reveals both a need for the 
directory and widespread interest in 
having one in the area. 

The process of exploration should 
encourage suggestions from all con
cerned individuals, organizations and 
agencies , with maximum in-put into 
the decision-making process. 

The sponsoring group may tackle 
one type of directory , both types , or 
combined directories. 
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Agency-oriented Directory 

PLANNING: Assuming that a spon
soring group has been established, that 
the decisions have been made as to the 
geographic area to be covered, and 
that the expressed need and interest 
are in an agency-oriented directory, 
specific planning can begin . Here the 
first choice is whether to have a sepa
rate directory of services for older 
persons, or to combine it with an 
agency directory prepared for all 
human services in the geographic area 
selected. The choice can best be made 
following joint planning sessions with 
groups concerned with services for 
older persons and others. The deci
sion will depend partly upon such 
factors as costs, the number of ser
vices involved , and whether or not it is 
considered desirable and possible to 
have a separate section of a broader 
directory. Such a section would list 
those agencies providing services 
available to older persons, as well as 
those providing specific services for 
older persons only. 

Another option that might be con
sidered would be to have a combined 
service directory for all human ser
vices that would list all agencies in
cluding those serving older persons. It 
could then have a separate consumer
oriented section specifically for older 
persons. 

There are various ways of financing 
a directory. Frequently costs can be 
met through local funds. In the case of 
directories specifically for the aging, 
funds might be obtained, at least in 
part, from Area Agencies on Aging or 
from other area or state sources. 

Potential content of the directory of 
services should be planned well in 
advance, including such services as 
are listed in Figure 1. Agencies may be 
known by other names than those in 
Figure I, but a final list should be 
prepared for the geographic area to be 
served , depending on what is found in 
the survey of resources. 

Together with the preparation of the 
potential list of agencies, a simple 
format should be worked out. That is, 
there should be a simple form pre-
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pared, showing i terns of information to 
be listed under each agency . The 
suggested list is as follows: 

I . Name of agency. 
2. Address and phone number. 
3. Hours services are available. 
4. Purpose of services (summary). 
5. Geographic area served. 
6. Eligibility requirements. 
7. Fees or charges. 
8. Specific services offered. 

face interviews. In these interviews 
the data to be obtained would be those 
facts specified above in the sample 
format. However, a form can be 
mailed out and followed up as needed 
with a face-to-face or telephone inter
view. 

However, when the resource survey 
is completed , each agency should be 
given responsibility for final drafting of 
its own page of the directory. A format 
that lends itself well to this procedure 

FIGURE 1 
SOME ORGANIZED SERVICES FOR OLDER PERSONS 
Available or potentially available in local areas of Missouri 

Area Agency on Aging 
Community Action Agencies (OEO) (outreach 

and other programs) 
Division of Family Services (food stamps and 

other services) 
Employment Counseling 
Green Thumb 
Legal Aid Service 
Missouri State Employment Service (Division of 

Employment Security) (" Job Service" ) 
Social Security Administration 
Tax Counseling 
University of Missouri Extension Center 
Vocational Rehabilitation 
Community Mental Health Centers 
County Health Departments 
General Hospitals 
Home Health Care Agencies 
Mental Hospitals 
Nursing Homes 
Veteran Administration 
Visiting Nurses Association 
Boarding Homes 
Chore Services 
Day Care and Day Care Centers 

METHOD OF PREPARATION. A 
task group should be set up to assume 
responsibility for the resource survey 
and preparation of the directory. Such 
a group should be made up of both 
citizen leaders and agency personnel. 
A very useful step is to call a meeting of 
staff representatives of all agencies, at 
which the preliminary plans are dis
cussed and agreed upon before going 
ahead. (Often agency staffs will volun
teer to help in the directory project.) 

Once it is decided to move ahead, 
the first step is the survey ofresources. 
This can be done by means of face-to-

Farmers Home Administration 
Home Repair Services 
Homemaker Service 
Housing Authority (city) 
Housing Counseling Service 
Protective Services 
Retirement Homes 

Escort Service 
Meals on Wheels 
Nutrition Sites (congregate meals) 
Shopping Services 
Transportation Services (OATS , SMTS , private 

or city transportation) 

Counseling Clinics or Centers 
Family and Childrens Service 
Senior Centers 
Telephone Reassurance Service 
Cooperative Buying Organization 
Craft Co-ops 
Foster Grandparents Program 
Information and Referral Services 
Recreation Services 
Red Cross 
R.S .V.P. (Retired Senior Volunteer Program) 

is a looseleaf type of directory, so that 
pages can be replaced and up-dated 
whenever necessary. Another tech
nique used in some counties is a card 
box or a Kardex system, which also 
makes for easy revision . 

DISTRIBUTION. Completion and 
distribution of the directory should be 
made "an event," not just a routine 
mailing or handing out of the directory 
to those who wish to use it. All the 
work and effort that go into planning 
and preparing a directory should be 
recognized. Public awareness of ser
vices and opportunities for the aging 



also can be heightened with at least a 
public announcement and news story 
about the directory. 

In addition, it might be well to have a 
public meeting. There a report of the 
progress of service development in the 
area can be given. Each agency should 
be given an opportunity to receive 
credit for the work it is doing in provid
ing services to older persons. And all 
those involved in planning and prepar
ing the directory should be recognized 
for their achievement. 

A variation of the public meeting is a 
"Senior Services Fair." Each agency 
sets up a booth with posters and other 
exhibits illustrating the kinds of ser
vices they provide. Still another way of 
making the directory distribution "an 
event" is to combine it with the annual 
meeting of the county council on aging. 
At the meeting, recognize the progress 
in service development in the past year 
and present future plans for services 
improvement. 

Such methods prove helpful in in
creasing public understanding and 
interest in services for older persons 
and should generate further support 
for those services as they expand and 
develop. 

MAINTENANCE. The preparation 
and distribution of a services directory 
constitute only part of the job. An 
essential further activity is the main
taining and up-dating of the directory 
on an on-going basis. Without continu
ing corrections to reflect changes in 
agency services, the directory's value 
diminishes. For the purpose of main
tenance, a new task group is often 
needed. The group should preferably 
include two or more members who 
served on the task group that planned 
and prepared the directory so that the 
new group can have specific informa
tion about prior directory work. 

Optimally there should be one per
son designated to check out each 
agency at least twice a year to make 
necessary corrections in the directory. 
Each member of the task group might 
be assigned certain agencies and be 
responsible for keeping current about 
the nature and availability of those 
agencies ' services. This task often can 
be done by such volunteers as retired 
librarians, teachers, and others who 

may be interested in keeping a publica
tion accurate and up to date. 

Agencies should be encouraged to 
take the initiative in notifying the task 
group (perhaps through the member 
assigned as "contact") of any changes 
in the agency's program or policies. A 
reminder letter to agencies is helpful at 
intervals. 

Also, it is useful in helping maintain 
the accuracy of the directory to have 
the updating discussed perhaps twice a 
year at a meeting of agency representa
tives. Comments should be invited as 
to the usefulness of the directory, ways 
it might be improved, ways the format 

could be modified to make it more 
usable by agency staffs, and on any 
other aspects of the directory that are 
of concern. 

A goal might be to distribute the 
up-dated and revised directory once a 
year, perhaps at the annual meeting of 
the county council on aging, or at some 
similar event. This would provide an 
opportunity to give credit to the group 
responsible for maintenance, which 
may be a difficult and arduous task 
where there are many changes in 
agency services. Where a looseleaf 
directory is used, only the new and 
revised pages need to be distributed to 
those who already have the directory. 
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Consumer-oriented Directory 

PURPOSE AND CONTENT: The 
idea of the consumer-oriented direc
tory is to provide quick and accurate 
information about whatever service 
the older person may feel he or she 
needs. Several counties and towns use 
a format that allows a person to keep it 
beside the telephone and that is com
bined with emergency phone numbers, 
such as fire, police, ambulance service 
and physicians. Detailed information, 
like that given in an agency-oriented 
directory, is not ordinarily needed. 

Planning for a consumer-oriented 
directory can be carried out similarly 
to that for an agency-oriented direc
tory. The planning group needs to 
decide whether or not to have a 
county-wide consumer-oriented direc
tory, to have individual ones for each 
town in the county, or a combination. 
Then a task group can be established to 
prepare and distribute the directory. It 
should include both consumers and 
service providers, as well as other 
interested persons. 

The content that might be included 
in the consumer directory is shown in 
Figure 2. Under each of the headings, 
simply list the title of the agency or 
agencies providing the services, their 
address, and phone number. If the 
notation at the bottom of Figure 2 is to 
be used, n central information and 
referral service needs to be in opera
tion, preferably available 24 hours a 
day by phone. In some parts of the 
state, the Area Agency on Aging oper
ates such a service in each county. 
Some counties and towns use a senior 
center or a public library as a central 
source of information. 

METHOD OF PREPARATION: The 
sponsoring organization for the 
county-wide consumer-oriented direc
tory, logically, would be the county 
council on aging. The council might 
appoint a task group, which would 
include two or three staff members of 
human services agencies in the county 
as well as consumers and other in
terested persons. 

Assuming a survey of resources has 
been done, the information would al
ready be available, but would need to 
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be checked with all agencies prior to 
publishing the directory. (If not, inter
views with all service agencies should 
be done to obtain the information 
needed.) 

It might be helpful to assemble five 
to ten dummy copies, initially, and 
pre-test them with a random group of 
consumers. This would help to indi
cate whether the consumers are able to 
use the directory satisfactorily or to 
pinpoint desirable changes in wording 
or in arrangement. 

The directory should be finalized 
only after double checking with all the 
agencies in order to make certain that 

in the planning and development of 
services and opportunities for older 
persons. 

There should be ample publicity for 
a public meeting or a senior services 
fair. All older persons should be in
vited to request copies of the directory 
for their use. These should be provided 
free of charge. 

In addition , distribution might be 
made in such places as churches, 
senior citizens centers, nutrition sites, 
county courts, mayors' offices, police 
and sheriffs' offices, the Social Secu
rity office, the Division of Family Ser
vices, hospitals, nursing homes, senior 

FIGURE 2 
POSSIBLE ITEMS FOR CONSUMER DIRECTORY 

On front cover: Fire-police-ambulance-physician 

Boarding homes 
Chore service 
Consumer assistance 
Counseling, personal and family 
Crafts or hobby groups 
Crime prevention projects 
Educational opportunities 
Employment 
Financial planning or consulting 
Food stamps 
Homemaker service 

(housekeeping assistance) 

Housing 
Legal information 
Meals 
Medical care 
Nursing care (in home) 
Nursing homes 
Recreation 
Social Security benefits 
Tax counseling 
Transportation 
Veterans services 
Volunteer opportunities 

Add at bottom: If you ' re not sure what kind of service is best for your need, call 
_________ for counsel and suggestions. 

the information concerning each 
agency is accurate and up to date. The 
cost of such a directory can be mini
mal. It can be prepared in a mimeog
raph form, and the project often can be 
financed with funds provided by civic 
clubs or other interested local organi
zations. 

DISTRIBUTION: As in the case of 
the agency-oriented directory, the dis
tribution of the consumer directory 
should be "an event." The opportu
nity should be taken to make the distri
bution a review of the status of ser
vices in the geographic area, stressing 
the role of the county council orr aging 
and of the organizations and agencies 

c1t1zen housing, and other places 
where there are likely to be numbers of 
older persons. 

MAINTENANCE OF THE DIREC
TORY: It is essential that the directory 
be kept up to date and accurate. For 
this reason, a task group should be set 
up to assume responsibility for up
dating the directory and to report to the 
county council on a quarterly or semi
annual basis. These would be reports 
of check-backs with the various agen
cies as to the consumers' knowledge 
and use of directories as well as of the 
current accuracy of agency data. Also 
there might be spot checks of consum
ers to find to what extent the directory 



is proving helpful and how it might be 
improved. 

As an annual event, consider com
bining a report on the use of the 
consumer directory with the annual 
meeting of the county council on aging. 
At this time a report on the progress of 
service development in the area could 
be made, pointing out the distribution 
and use of the directories and inviting 
comments and suggestions . Such an 

annual meeting might also focus on 
how local efforts of citizens and agen
cies are being combined to provide 
better services and opportunities . The 
meeting could encourage participation 
in service planning and development 
by all interested persons. At this time, 
also recognize those involved in pre
paring the directory and comment on 
the on-going need for volunteers to 
keep the directory current and usable. 

□□ 

Moving Ahead 

The above suggestions by no means 
should be thought of as a prescription 
on how to produce either type of 
directory . The suggestions are given 
with the hope of stimulating thinking 
among local planning groups. Such 
groups should explore the potentials 
and limitations thoroughly before a 
decision is made as to whether any 
kind of directory can be produced , and 
if so , whether it should be an agency
oriented one, consumer-oriented one , 
a combination of the two or some other 
combination. It is essential that there 
be ample opportunities for input from 
all interested parties and that all agen
cies directly involved have an oppor
tunity to provide their points of view 
before a decision is made as to the 
details of the directory . 

Another helpful way of adding use
ful information during the planning 
process is to find out what neighboring 
counties have done in their preparation 
and use of directories. The Area 
Agency on Aging or the Missouri Of
fice of Aging can suggest counties that 
have had experiences with a directory 
and who might be willing to share 
them. It is further anticipated that a 
source of consultation for local plan
ning groups can be the University of 
Missouri Extension Center in each 
county. Each center has staff assigned 
to furnish assistance in the area of 
aging services and will be able to 
advise on directory preparation . 

Finally, it cannot be too greatly 
emphasized that preparing and dis
tributing a directory should be a 
community-wide project. It can be a 
tangible vehicle for enlisting volun
teers in service planning and develop
ment and for generating further com
munity interest in needs, services and 
opportunities for older persons . 
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Before deciding on a directory, make 
these three crucial decisions: What geo
graphic area will it cover? Is the timing 
right? Should it be agency-oriented, con
sumer-oriented, or both. 

:r., The University of Missouri is an equal opportunity institution. 
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